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Evidence of Coverage:

Your Medicare Health Benefits and Services and Prescription Drug Coverage
asa Member of Blue Shield 65 Plus

This booklet gives you the detail s about your Medicare health and prescription drug coverage
from January 1 — December 31, 2011. It explains how to get the health care and prescription
drugs you need. Thisis an important legal document. Please keep it in a safe place.

Blue Shield 65 Plus Member Services:

For help or information, please call Member Services or go to our plan website at
blueshieldca.com/cal pers.

1-800-776-4466 (Calls to these numbers are free.)

TTY userscall: 1-800-794-1099

From November 15, 2010 through March 1, 2011, you can reach us seven days aweek from 7:00
am. to 8:00 p.m. Pacific Standard Time. However, after March 2, 2011, your call will be
handled by our automated phone system, Saturdays, Sundays and holidays. When leaving a
message, please include your name, number and the time that you called, and a representative
will return your call no later than one business day.

This plan is offered by Blue Shield of California, referred throughout the Evidence of Coverage
as“we,” “us,” or “our.” Blue Shield 65 Plusisreferred to as“plan” or “our plan.”

Blue Shield 65 Plusis a Medicare Advantage organization with a Medicare contract.
Thisinformation may be available in adifferent format, including large print. Please call
Member Services at the number listed above if you need plan information in another format or

language.

Benefits, formulary, pharmacy network, premium and/or copayments/co-insurance may change
on January 1, 2012.
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SECTION 1 Introduction
| Section 1.1 What is the Evidence of Coverage booklet about?

This Evidence of Coverage booklet tells you how to get your Medicare medical care and
prescription drugs through our plan, a Medicare Advantage Plan which includes both medical
and prescription drug coverage. This booklet explains your rights and responsibilities, what is
covered, and what you pay as a member of the plan.

e You arecovered by Medicare, and you have chosen to get your Medicare health care
and your prescription drug coverage through our plan, Blue Shield 65 Plus.

o There are different types of Medicare Advantage Plans. Blue Shield 65 Plusisa
Medicare Advantage HMO Plan (HMO stands for Health Maintenance Organization).

Thisplan is offered by Blue Shield of California, referred throughout the Evidence of Coverage
as“we,” “us,” or “our.” Blue Shield 65 Plusisreferred to as “plan” or “our plan.”

The word “coverage’ and “covered services’ refersto the medical care and services and the
prescription drugs available to you as a member of Blue Shield 65 Plus.

Section 1.2 What does this Chapter tell you?

L ook through Chapter 1 of this Evidence of Coverageto learn:
e What makes you €eligible to be a plan member?
e What isyour plan’s service area?
e What materials will you get from us?
e What isyour plan premium and how can you pay it?
e How do you keep the information in your membership record up to date?

Section 1.3 What if you are new to Blue Shield 65 Plus?

If you are anew member, then it’s important for you to learn how the plan operates — what the
rules are and what services are available to you. We encourage you to set aside some time to
look through this Evidence of Coverage booklet.

If you are confused or concerned or just have a question, please contact our plan’s Member
Services (contact information is on the cover of this booklet).

| Section 1.4 Legal information about the Evidence of Coverage

It's part of our contract with you
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This Evidence of Coverage is part of our contract with you about how Blue Shield 65 Plus covers
your care. Other parts of this contract include your enrollment form, the List of Covered Drugs
(Formulary), and any notices you receive from us about changes to your coverage or conditions
that affect your coverage. These notices are sometimes called “riders’ or “amendments.”

The contract isin effect for months in which you are enrolled in Blue Shield 65 Plus between
January 1, 2011 and December 31, 2011.

Medicare must approve our plan each year

Medicare (the Centers for Medicare & Medicaid Services) must approve Blue Shield 65 Plus
each year. Y ou can continue to get Medicare coverage as a member of our plan only aslong as
we choose to continue to offer the plan for the year in question and the Centers for Medicare &
Medicaid Services renews its approval of the plan.

SECTION 2 What makes you eligible to be a plan member?

| Section 2.1 Your five eligibility requirements

You are eligible for membership in our plan aslong as:
e Youlivein our geographic service area (section 2.3 below describes our service area)
e --and-- you are entitled to Medicare Part A
e --and--youareenrolled in Medicare Part B

e --and -- you do not have End Stage Renal Disease (ESRD), with limited exceptions, such
asif you develop ESRD when you are already a member of a plan that we offer, or you
were amember of adifferent plan that was terminated

e --and -- you meet CaPERS eligibility requirements

Section 2.2 What are Medicare Part A and Medicare Part B?

When you originally signed up for Medicare, you received information about how to get
Medicare Part A and Medicare Part B. Remember:

e Maedicare Part A generally covers services furnished by institutional providers such as
hospitals, skilled nursing facilities or home health agencies.

e Medicare Part B isfor most other medical services, such as physician’s services and other
outpatient services.
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| Section 2.3 Here is the plan service area for Blue Shield 65 Plus

Although Medicareis a Federal program, Blue Shield 65 Plusis available only to individuals
who livein our plan service area. A Post Office box or rental mailbox cannot be used to
determine whether you meet the residence eligibility requirements for this plan. Y our permanent
residence must be used to determine eligibility. To stay a member of our plan, you must keep
living in this service area. The service areais described below.

In instances when a ZI P code spans more than one county, your permanent residence must bein
the portion of the ZIP code that isin the county that isin our plan service area. That means, even
if your ZIP code s listed below, your home would not be inside our service areaif you livein a
county that is not part of our plan service area and you would not be eligible for this plan.

Subject to approval by the Centers for Medicare & Medicaid Services (CMS), we may reduce
our plan service area effective any time after January 1 by giving prior written notice to your
Group. We may expand our plan service area at any time by giving written notice to your Group.
ZIP codes are subject to change by the U.S. Postal Service. If you have a question about whether
aZIP codeis currently included in the plan service area, please contact CalPERS at 888
CalPERS (or 888-225-7377) [TTY/TDD: (916) 795-3240] between 8 am. and 5 p.m., Monday
through Friday, excluding holidays or Blue Shield 65 Plus Member Services at the number on
the back of your member ID card.

Our service areaincludes these countiesin California: L os Angeles County, Orange County,
San Luis Obispo County and Ventura County

Our service areaincludes these parts of countiesin California:

Fresno County, the following ZI P codes only:

93602 93652 93709 93727 93765 93793
93606 93657 93710 93728 93771 93794
93607 93660 93711 93729 93772 93844
93609 93662 93712 93730 93773 93888
93611 93664 93714 93740 93774
93612 93667 93715 93741 93775
93613 93668 93716 93744 93776
93616 93675 93717 93745 93777
93619 93701 93718 93747 93778
93625 93702 93720 93750 93779
93626 93703 93721 93755 93780
93627 93704 93722 93759 93784
93630 93705 93723 93760 93786
93648 93706 93724 93761 93790
93650 93707 93725 93762 93791




2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 1: Getting started as a member of Blue Shield 65 Plus

\ 93651 | 93708 | 93726 | 93764 | 93792 |
Kern County, thefollowing ZI P codes only:

93203 93263 93302 93309 93384 93518

93206 93268 93303 03311 93385 93531

93216 93276 93304 93312 93386

93220 93280 93305 93313 93387

93226 93285 93306 93314 93388

93241 93287 93307 93380 93389

93250 93301 93308 93383 93390
Madera County, the following ZIP codes only:

93614 93637 93639

93636 93638 93645
Riverside County, the following ZI P codes only:
91752 92028 92201 92202 92203 92210
92211 92220 92223 92230 92234 92235
92236 92239 92240 92241 92247 92248
92253 92254 92255 92258 92260 92261
92262 92263 92264 92270 92274 92276
92282 92292 92320 92324 92373 92399
92501 92502 92503 92504 92505 92506
92507 92508 92509 92513 92514 92515
92516 92517 92518 92519 92521 92522
92530 92531 92532 92536 92539 92543
92544 92545 92546 92548 92549 92551
92552 92553 92554 92555 92556 92557
92561 92562 92563 92564 92567 92570
92571 92572 92581 92582 92583 92584
92585 92586 92587 92589 92590 92591
92592 92593 92595 92596 92599 92860
92877 92878 92879 92880 92881 92882
92883
San Bernardino County, the following ZI1 P codes only:
91701 91708 91709 91710 91729 91730
91737 91739 91743 91758 91761 91762
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91763 91764 91766 91784 91785 91786
91792 91798 92252 92256 92277 92278
92284 92285 92286 92301 92305 92307
92308 92311 92312 92313 92314 92315
92316 92317 92318 92321 92322 92324
92325 92326 92327 92329 92331 92333
92334 92335 92336 92337 92339 92340
92341 92342 92344 92345 92346 92347
92350 92352 92354 92356 92357 92358
92359 92365 92368 92369 92371 92372
92373 92374 92375 92376 92377 92378
92382 92385 92386 92391 92392 92393
92394 92395 92397 92398 92399 92401
92402 92403 92404 92405 92406 92407
92408 92410 92411 92412 92413 92414
92415 92418 92420 92423 92424 92427
92880

If you plan to move out of the service area, please contact Member Services.

SECTION 3

What other materials will you get from us?

Section 3.1

covered care and drugs

Your Blue Shield 65 Plus member ID card— Use it to get all

While you are amember of our plan, you must use your Blue Shield 65 Plus member 1D card
whenever you get any services covered by this plan and for prescription drugs you get at network
pharmacies. Here' s a sample Blue Shield 65 Plus member ID card to show you what yours will

look like:

blue @ of california

PHYSICIANS AND PROVIDERS:

Prior approval: Telaphaona the physician named or

Emergency care: [=/

Pharmacy providers: T

| Nete:Tr

blueshieldea.com

(800) 776-4466 1.
(800) 794-1099 0o/

(866) 402-0004 11ur:atsln 24
(800) 855-2880 1011
PHYSICIANS AND PROVIDERS

(877) 654-6500 ity varicanon

Member
John Doe

Membership number

- XEAJ12345678-01

Copayments

CERONT

PCP/ISPC $XX/XX ER  $XXX
Rx GIBR $X/XX  AMB $XXX

 blue @ of california s

Group# MRD100

36

Effective  07/31/07

BS1
600428

RxPCN 01922000

MRD100
80840 Cws

SANPLE sstoon,
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PHYSICIAN INFORMATION { MEMBERS:
Raouf G. Hallis, MD :

In an emergency: Call 311 or Billing and member services:
(310} 453-1717 ;o Immediately go to the nearest Natwork providers have agreed not
Bay Area Cammunity Medical Grp hospital emergency room for to bill Blue Shield 85 Plus members
2007 Santa Monica B vd i treatment Contact member services if you are

Ste 1060 billed in error or if you need other
Santa Monica, CA 90404-2102 :  Out-of-areaurgent care: lf youare  aeqisramce with claims or billing.

outside the health plan area and

HOSPITAL IMFORMATICN: i need medical attention right away For information on locating

P . i foranunforeseen illness or injury, network pharmacies: Call
St. John's Hospital i goright to the nearest medical Blue Shield 65 Plus Member Servicas
{210} 829-5511 facility. Notify Blug Shigld 65 Plus or
1328 22nd Street : your personal physician at the time
Address line 2 i of service or as soon as possible
Santa Monica, CA 904 04-2102 i after treatment.

BACK

Aslong as you are amember of our plan you must not use your red, white, and blue
Medicare card to get covered medical services (with the exception of routine clinical research
studies and hospice services). Keep your red, white, and blue Medicare card in asafe placein
case you need it |ater.

Here swhy thisissoimportant: If you get covered services using your red, white, and blue
Medicare card instead of using your Blue Shield 65 Plus member ID card while you are aplan
member, you may have to pay the full cost yourself.

If your Blue Shield 65 Plus member ID card is damaged, lost, or stolen, call Member Services
right away and we will send you a new card.

Section 3.2 The Provider Directory: your guide to all providers in the
plan’s network

Every year that you are amember of our plan, we will send you either a new Provider Directory
or an update to your Provider Directory. This directory lists our network providers.

What are “network providers”?

Network providers are the doctors and other health care professional's, medical groups,
hospitals, and other health care facilities that have an agreement with us to accept our payment
and any plan cost-sharing as payment in full. We have arranged for these providersto deliver
covered services to membersin our plan.

Why do you need to know which providers are part of our network?
It isimportant to know which providers are part of our network because, with limited exceptions,

while you are amember of our plan you must use network providers to get your medical care and
services. The only exceptions are emergencies, urgently needed care when the network is not
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available (generally, when you are out of the area), out-of-area dialysis services, and casesin
which Blue Shield 65 Plus authorizes use of out-of-network providers. See Chapter 3 (Using the
plan’s coverage for your medical services) for more specific information about emergency, out-
of-network, and out-of-area coverage.

If you don’t have your copy of the Provider Directory, you can request a copy from Member
Services. You may ask Member Services for more information about our network providers,
including their qualifications. Y ou can also see the Provider Directory on the Find a Provider
section of blueshieldca.com. Both Member Services and the website can give you the most up-
to-date information about changes in our network providers.

Section 3.3 The Pharmacy Directory: your guide to pharmacies in our
network

What are “network pharmacies”?

Our Pharmacy Directory gives you a complete list of our network pharmacies — that means all of
the pharmacies that have agreed to fill covered prescriptions for our plan members.

Why do you need to know about network pharmacies?

Y ou can use the Pharmacy Directory to find the network pharmacy you want to use. Thisis
important because, with few exceptions, you must get your prescriptions filled at one of our
network pharmaciesif you want our plan to cover (help you pay for) them.

We will send you a complete Pharmacy Directory at least once every three years. Every year
that you don’t get a new Pharmacy Directory, we'll send you an update that shows changes to
the directory.

If you don’t have the Pharmacy Directory, you can get a copy from Member Services (phone
numbers are on the front cover). At any time, you can call Member Services to get up-to-date
information about changes in the pharmacy network. Y ou can aso find this information on our
website in the Pharmacy section of blueshieldca.com.

Section 3.4 The plan’s List of Covered Drugs (Formulary)

The plan has a List of Covered Drugs (Formulary). We call it the “Drug List” for short. It tells
which Part D prescription drugs are covered by Blue Shield 65 Plus. The drugs on thislist are
selected by the plan with the help of ateam of doctors and pharmacists. The list must meet
requirements set by Medicare. Medicare has approved the Blue Shield 65 Plus Drug List.

We will send you a copy of the Drug List. To get the most complete and current information
about which drugs are covered, you can visit the plan’ s website (the Pharmacy section of
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blueshieldca.com.) or call Member Services (phone numbers are on the front cover of this
booklet).

Section 3.5 Reports with a summary of payments made for your
prescription drugs

When you use your prescription drug benefits, we will send you areport to help you understand
and keep track of payments for your prescription drugs. This summary report is called the
Explanation of Benefits.

The Explanation of Benefits tells you the total amount you have spent on your prescription drugs
and the total amount we have paid for each of your prescription drugs during the month. Chapter
6 (What you pay for your Part D prescription drugs) gives more information about the
Explanation of Benefits and how it can help you keep track of your drug coverage.

An Explanation of Benefits summary is also available upon request. To get a copy, please contact
Member Services.

SECTION 4 Your monthly premium for Blue Shield 65 Plus

| Section 4.1 How much is your plan premium?

Y our former employer group is responsible for paying any monthly plan premium to the plan. If
you are responsible for any contribution to the monthly plan premium, CalPERS will tell you the
amount and how to pay your former employer group. Y ou can contact CalPERS at 888
CalPERS (or 888-225-7377) [TTY/TDD: 1-800-735-2929] 8 am. to 5 p.m., Monday through
Friday. In addition, you must continue to pay your Medicare Part B premium.

Cost of the Program

Type of Enrollment Monthly Rate

Employeeonly ......coeeeeivririciennnnne, $337.88

Employee and one dependent ............ $675.76

Employee and two or more dependents...  $1,013.64

State Employees and Annuitants

The rates shown above are effective January 1, 2011, and will be reduced by the amount the

State of California contributes toward the cost of your health benefit plan. These contribution
amounts are subject to change as aresult of collective bargaining agreements or legisative
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action. Any such change will be accomplished by the State Controller or affected retirement
system without any action on your part. For current contribution information, contact your
retirement system health benefits officer.

Contracting Agency Employees and Annuitants

The rates shown above are effective January 1, 2011, and will be reduced by the amount your
contracting agency contributes toward the cost of your health benefit plan. This amount varies
among public agencies. For assistance on calculating your net contribution, contact your agency
or retirement system health benefits officer.

In some situations, your plan premium could be less

There are programs to help people with limited resources pay for their drugs. These include
“ExtraHelp” and State Pharmaceutical Assistance Programs. Chapter 2, Section 7 tells more
about these programs. If you qualify, enrolling in the program might lower your monthly plan
premium.

If you are already enrolled and getting help from one of these programs, some of the payment
information in this Evidence of Coverage may not apply to you. We will be sending you a
separate mailing, called the “Evidence of Coverage Rider for People Who Get Extra Help Paying
for Prescription Drugs’ (Low Income Subsidy Rider), that tells you about your drug coverage. If
you don’t receive this mailing, please call Member Services and ask for the “Evidence of
Coverage Rider for People Who Get Extra Help Paying for Prescription Drugs’ (LIS Rider).
Phone numbers for Member Services are on the front cover.

In some situations, your plan premium could be more

In some situations, your plan premium could be more than the amount listed above in Section
4.1. These situations are described bel ow.

e Most people will pay the standard monthly Part B premium. However, starting January
1, 2011, some people will pay a higher premium because of their yearly income (over
$85,000 for singles--2010, $170,000 for married couples--2010). For more information
about Part B premiums based on income, you can visit http://www.medicare.gov on
the web or call 1-800-MEDICARE (1-800-633-4227), 24 hours aday, 7 days a
week. TTY users should call 1-877-486-2048. Y ou may also call the Social Security
Administration at 1-800-772-1213. TTY users should call 1-800-325-0778.

e Some members are required to pay alate enrolilment penalty because they did not
join aMedicare drug plan when they first became eligible or because they had a
continuous period of 63 days or more when they didn’t keep their coverage. For these
members, the late enrollment penalty is added to the plan’s monthly premium. Their
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premium amount will be the monthly plan premium plus the amount of their late
enrollment penalty.

o If you are required to pay the late enrollment penalty, the amount of your
penalty depends on how long you waited before you enrolled in drug coverage
or how many months you were without drug coverage after you became
eligible. Chapter 6, Section 10 explains the late enrollment penalty.

Many members are required to pay other Medicare premiums

As explained in Section 2 above, in order to be eligible for our plan, you must maintain your
eligibility for Medicare Parts A and B. For that reason, some plan members will be paying a
premium for Medicare Part A and most plan members will be paying a premium for Medicare
Part B, in addition to paying the monthly plan premium. Y ou must continue paying your
Medicare Part B premium to remain a member of the plan.

e Your copy of Medicare & You 2011 tells about these premiums in the section called
“2011 Medicare Costs.” This explains how the Part B premium differs for people with
different incomes.

e Everyone with Medicare receives a copy of Medicare & You each year in the fall. Those
new to Medicare receive it within amonth after first signing up. Y ou can also download a
copy of Medicare & You 2011 from the Medicare website (http://www.medicare.gov).

Or, you can order a printed copy by phone at 1-800-MEDICARE (1-800-633-4227) 24
hoursaday, 7 daysaweek. TTY userscall 1-877-486-2048.

Section 4.2 Can we change your monthly plan premium during the year? |

No. We are not allowed to change the amount we charge for the plan’s monthly plan
premium during the year. If the monthly plan premium changes for next year we will tell
you in October and the change will take effect on January 1.

However, in some cases the part of the premium that you have to pay can change during the year.
This happensif you become eligible for the Extra Help program or if you lose your eligibility for
the Extra Help program during the year. If amember qualifies for Extra Help with their
prescription drug costs, Extra Help will pay part of the member’s monthly plan premium. So a
member who becomes eligible for the Extra Help program during the year would begin to pay
less toward their monthly premium. And a member who loses their ligibility during the year
will need to start paying their full monthly premium. Y ou can find out more about the Extra Help
program in Chapter 2, Section 7.
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SECTION 5 Please keep your plan membership record up to date

Section 5.1 How to help make sure that we have accurate information
about you

Y our membership record has information from your enrollment form, including your address and
telephone number. It shows your specific plan coverage including your Personal Physician and
Medical Group.

The doctors, hospitals, pharmacists, and other providersin the plan’s network need to have
correct information about you. These network providers use your member ship record to
know what services and drugs are covered for you. Because of this, it is very important that
you help us keep your information up to date.

Call Member Services to let us know about these changes:

e Changesto your name, your address, or your phone number

e Changesin any other health insurance coverage you have (such as from your employer,
your spouse’ s employer, workers' compensation, or Medicaid)

e [f you have any liability claims, such as claims from an automobile accident
¢ |f you have been admitted to a nursing home
e |f you are participating in aclinical research study

Read over the information we send you about any other insurance coverage you
have

Medicare requires that we collect information from you about any other medical or drug
insurance coverage that you have. That’s because we must coordinate any other coverage you
have with your benefits under our plan.

Once each year, we will send you aletter that lists any other medical or drug insurance coverage

that we know about. Please read over thisinformation carefully. If it is correct, you don’t need to
do anything. If the information isincorrect, or if you have other coverage that is not listed, please
call Member Services (phone numbers are on the cover of this booklet).
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SECTION 1 Blue Shield 65 Plus contacts
(how to contact us, including how to reach Member
Services at the plan)

How to contact our plan’s Member Services

For assistance with claims, billing or Blue Shield 65 Plus member ID card questions, please call
or write to Blue Shield 65 Plus Member Services. We will be happy to help you.

Member Services

CALL 1-800-776-4466. Calls to this number are free.

From November 15, 2010 through March 1, 2011, you can reach us
seven days aweek from 7:00 am. to 8:00 p.m. Pacific Standard
Time. However, after March 2, 2011, your call will be handled by our
automated phone system on Saturdays, Sundays and holidays. When
leaving a message, please include your name, number and the time
that you called, and a representative will return your call no later than
one business day.

TTY 1-800-794-1099. Calls to this number are free.

This number requires specia telephone equipment and is only for
people who have difficulties with hearing or speaking.

From November 15, 2010 through March 1, 2011, you can reach us
seven days aweek from 7:00 am. to 8:00 p.m. Pacific Standard
Time. However, after March 2, 2011, your call will be handled by our
automated phone system on Saturdays, Sundays and holidays. When
leaving a message, please include your name, number and the time
that you called, and a representative will return your call no later than

one business day.
FAX 1-800-303-5828
WRITE Blue Shield 65 Plus, P.O. Box 927, Woodland Hills, CA 91365-9856

WEBSITE www.blueshieldca.com
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How to contact us when you are asking for a coverage
decision about your medical care or Part D Prescription Drugs

You may call usif you have questions about our coverage decision process.

Coverage Decisions for Medical Care

CALL 1-800-776-4466. Calls to this number are free.

Coverage Decisions for Part D Prescription Drugs

CALL 1-800-535-9481. Calls to this number are free.

TTY 1-800-794-1099. Calls to this number are free.

This number requires specia telephone equipment and is only for
people who have difficulties with hearing or speaking.

FAX 1-800-303-5828
WRITE Blue Shield 65 Plus, P.O. Box 927, Woodland Hills, CA 91365-9856

For more information on asking for coverage decisions about your medical care or Part D
prescription drugs, see Chapter 9 (What to do if you have a problem or complaint (coverage
decisions, appeals, complaints).

How to contact us when you are making an appeal about your

medical care or Part D Prescription Drugs

Appeals for Medical Care or Part D Prescription Drugs

CALL 1-800-776-4466. Calls to this number are free.
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TTY 1-800-794-1099. Calls to this number are free.

This number requires specia telephone equipment and is only for
people who have difficulties with hearing or speaking.

FAX 1-800-303-5828
WRITE Blue Shield 65 Plus, P.O. Box 927, Woodland Hills, CA 91365-9856

For more information on making an appeal about your medical care or Part D prescription
drugs, see Chapter 9 (What to do if you have a problem or complaint (coverage decisions,
appeals, complaints).

How to contact us when you are making a complaint about
your medical care or Part D prescription drugs

Complaints about Medical Care or Part D prescription drugs

CALL 1-800-776-4466. Calls to this number are free.

TTY 1-800-794-1099. Calls to this number are free.

This number requires specia telephone equipment and is only for
people who have difficulties with hearing or speaking.

FAX 1-800-303-5828
WRITE Blue Shield 65 Plus, P.O. Box 927, Woodland Hills, CA 91365-9856

For more information on making a complaint about your medical care or Part D prescription
drugs, see Chapter 9 (What to do if you have a problem or complaint (coverage decisions,
appeals, complaints).

Where to send arequest that asks us to pay for our share of
the cost for medical care or a drug you have received

For more information on situations in which you may need to ask us for reimbursement or to pay
abill you have received from a provider, see Chapter 7 (Asking the plan to pay its share of a bill
you have received for medical services or drugs).
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Please note: If you send us a payment request and we deny any part of your request, you can
appeal our decision. See Chapter 9 (What to do if you have a problem or complaint (coverage
decisions, appeals, complaints) for more information.

Payment Requests

CALL 1-800-776-4466. Calls to this number are free.

TTY 1-800-794-1099. Calls to this number are free.

This number requires specia telephone equipment and is only for
people who have difficulties with hearing or speaking.

FAX 1-800-303-5828
WRITE Blue Shield 65 Plus, P.O. Box 927, Woodland Hills, CA 91365-9856

CalPERS Office of Employer and Member Health Services

CALL 888 CalPERS (or 888-225-7377)
8a.m.to5p.m., Monday through Friday.
Callsto this number are free.

TTY 1-800-735-2929

This number requires specia telephone equipment and is only for
people who have difficulties with hearing or speaking.

Calls to this number are free.

FAX 1-916-795-1277
WRITE Ca PERS Office of Employer and Member Health Services
PO Box 942714

Sacramento, CA 94229-2714
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SECTION 2 Medicare
(how to get help and information directly from the
Federal Medicare program)

Medicare isthe Federal health insurance program for people 65 years of age or older, some
people under age 65 with disabilities, and people with End-Stage Renal Disease (permanent
kidney failure requiring dialysis or akidney transplant).

The Federal agency in charge of Medicare isthe Centers for Medicare & Medicaid Services
(sometimes called “CMS’). This agency contracts with Medicare Advantage organizations
including us.

Medicare

CALL 1-800-MEDICARE, or 1-800-633-4227
Callsto this number are free.
24 hours aday, 7 days a week.

TTY 1-877-486-2048
This number requires specia telephone equipment and is only for
people who have difficulties with hearing or speaking.
Callsto this number are free.

WEBSITE http://www.medicare.gov

Thisisthe official government website for Medicare. It gives you up-
to-date information about Medicare and current Medicare issues. It
also hasinformation about hospitals, nursing homes, physicians,
home health agencies, and dialysis facilities. It includes booklets you
can print directly from your computer. It has tools to help you
compare Medicare Advantage Plans and Medicare drug plans in your
area. You can aso find Medicare contactsin your state by selecting
“Help and Support” and then clicking on “Useful Phone Numbers and
Websites.”

If you don’t have a computer, your local library or senior center may
be able to help you visit this website using its computer. Or, you can
call Medicare at the number above and tell them what information
you are looking for. They will find the information on the website,
print it out, and send it to you.
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SECTION 3 State Health Insurance Assistance Program
(free help, information, and answers to your
guestions about Medicare)

The State Health Insurance Assistance Program (SHIP) is a government program with trained
counselorsin every state. In California, the State Health Insurance Assistance Program is
called Health Insurance Counseling and Advocacy Program (HICAP).

HICAP isindependent (not connected with any insurance company or health plan). It is a state
program that gets money from the Federal government to give freelocal health insurance
counseling to people with Medicare.

HICAP counselors can help you with your Medicare questions or problems. They can help
you understand your Medicare rights, help you make complaints about your medical care or
treatment, and help you straighten out problems with your Medicare bills. HICAP counselors
can also help you understand your Medicare plan choices and answer questions about
switching plans.

HICAP
CALL 1-800-434-0222 (In-State calls only)
1-916-231-5110 (Out-of-State calls)
WRITE HICAP
5380 Elvas Avenue, Suite 214
Sacramento, CA 95819
WEBSITE www.cahealthadvocates.org

SECTION 4 Quality Improvement Organization
(paid by Medicare to check on the quality of care for
people with Medicare)

Thereis aQuality Improvement Organization in each state. In California, the Quality
Improvement Organization is called Health Services Advisory Group, Inc. (HSAG).

HSAG has a group of doctors and other health care professionals who are paid by the Federal
government. This organization is paid by Medicare to check on and help improve the quality
of carefor people with Medicare. HSAG is an independent organization. It is not connected
with our plan.
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Y ou should contact HSAG in any of these situations:

e You have acomplaint about the quality of care you have received.

e You think coverage for your hospital stay is ending too soon.

e You think coverage for your home health care, skilled nursing facility care, or
Comprehensive Outpatient Rehabilitation Facility (CORF) services are ending too soon.

HSAG

CALL 1-800-841-1602.
Available 24 hours a day, seven days a week.
Callsto this number are free.

TTY 1-800-881-5980.
This number requires specia telephone equipment and is only for
people who have difficulties with hearing or speaking.

WRITE Health Services Advisory Group, Inc.
Attn: Beneficiary Protection
700 North Brand Boulevard, Suite 370
Glendale, CA 91203

WEBSITE www.hsag.com/camedicare

SECTION 5 Social Security

The Social Security Administration is responsible for determining eligibility and handling
enrollment for Medicare. U.S. citizens who are 65 or older, or who have a disability or end
stage renal disease and meet certain conditions, are eligible for Medicare. If you are already
getting Social Security checks, enrollment into Medicare is automatic. If you are not getting
Social Security checks, you have to enroll in Medicare and pay the Part B premium. Social
Security handles the enrollment process for Medicare. To apply for Medicare, you can call
Social Security or visit your local Social Security office.
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Social Security Administration

CALL 1-800-772-1213
Callsto thisnumber are free.
Available 7:00 am to 7:00 pm, Monday through Friday.

Y ou can use our automated telephone services to get recorded
information and conduct some business 24 hours a day.

TTY 1-800-325-0778

This number requires specia telephone equipment and is only for
people who have difficulties with hearing or speaking.

Calls to this number are free.

Available 7:00 am to 7:00 pm, Monday through Friday.

WEBSITE http://www.ssa.gov

SECTION 6 Medicaid
(ajoint Federal and state program that helps with
medical costs for some people with limited income
and resources)

Medicaid isajoint Federal and state government program that helps with medical costs for
certain people with limited incomes and resources. In California, this program is called Medi-
Cal. Some people with Medicare are also eligible for Medi-Cal. Medi-Cal has programs that
can help pay for your Medicare premiums and other costs, if you qualify. To find out more
about Medi-Cal and its programs, contact your local Medi-Cal office or please call the
California Department of Social Services.



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 2: Important phone numbers and resources 22

California Department of Healthcare Services
CALL 1-800-541-5555

TTY 1-800-735-2929

This number requires specia telephone equipment and is only
for people who have difficulties with hearing or speaking.

WRITE PO Box 997413 M $4400, Sacramento, CA 95899-7413
WEBSITE www.dhcs.ca.gov
SECTION 7 Information about programs to help people pay for

their prescription drugs

Medicare’s “Extra Help” Program

Medicare provides “ Extra Help” to pay prescription drug costs for people who have limited
income and resources. Resources include your savings and stocks, but not your home or car. If
you qualify, you get help paying for any Medicare drug plan’s monthly premium, yearly
deductible, and prescription copayments. This Extra Help also counts toward your out-of -
pocket costs for covered drugs.

People with limited income and resources may qualify for Extra Help. Some people
automatically qualify for Extra Help and don’t need to apply. Medicare mails aletter to people
who automatically qualify for Extra Help.

Y ou may be able to get Extra Help to pay for your prescription drug premiums and costs. To see
if you qualify for getting Extra Help, call:

e 1-800-MEDICARE (1-800-633-4227). TTY users should call 1-877-486-2048, 24 hours
aday, 7 days aweek;

e The Socia Security Office at 1-800-772-1213, between 7 am to 7 pm, Monday through
Friday. TTY users should call 1-800-325-0778; or

e Your State Medicaid Office. (See Section 6 of this chapter for contact information)

If you believe you have qualified for Extra Help and you believe that you are paying an incorrect
cost-sharing amount when you get your prescription at a pharmacy, our plan has established a
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process that allows you to either request assistance in obtaining evidence of your proper co-
payment level, or, if you already have the evidence, to provide this evidence to us.

e For assistance in obtaining evidence of your proper copayment level, you may call
Member Services at (800) 776-4466 [TDD/TTY (800) 794-1099], 7 am. to 8 p.m., seven
days aweek, and we can either mail or fax you alist of acceptable documents of evidence
or read you the list over the phone. Once you obtain the evidence, or if you aready have
it, you may send it to us either by fax (1-800-303-5828) or by mail (Blue Shield 65 Plus,
P.O. Box 927, Woodland Hills, CA 91365-9856).

e When we receive the evidence showing your copayment level, we will update our system
so that you can pay the correct copayment when you get your next prescription at the
pharmacy. If you overpay your copayment, we will reimburse you. Either we will
forward a check to you in the amount of your overpayment or we will offset future
copayments. If the pharmacy hasn’t collected a copayment from you and is carrying your
copayment as a debt owed by you, we may make the payment directly to the pharmacy. If
astate paid on your behalf, we may make payment directly to the state. Please contact
Member Servicesif you have questions.

Medicare Coverage Gap Discount Program

Beginning in 2011, the Medicare Coverage Gap Discount Program will provide manufacturer
discounts on brand name drugs to Part D enrollees who have reached the coverage gap and are
not already receiving “ExtraHelp.” A 50% discount on the negotiated price (excluding the
dispensing fee) will be available for those brand name drugs from manufacturers that have
agreed to pay the discount.

We will automatically apply the discount when your pharmacy bills you for your prescription
and your Explanation of Benefits will show any discount provided. The amount discounted by
the manufacturer counts toward your out-of-pockets costs asif you had paid this amount and
moves you through the coverage gap.

If you have any questions about the availability of discounts for the drugs you are taking or about
the Medicare Coverage Gap Discount Program in general, please contact Member Services
(phone numbers are on the front cover).

State Pharmaceutical Assistance Programs

Many states have State Pharmaceutical Assistance Programs that help some people pay for
prescription drugs based on financial need, age, or medical condition. Each state has different
rulesto provide drug coverage to its members.

In California, the Genetically Handicapped Persons Program (GHPP) is a state organi zation that
provides limited income and medically needy seniors and individual s with disabilities financial
help for prescription drugs.
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GHPP
CALL 1-800-639-0597. Calls to this number are free.
1-916-327-0470
WRITE Genetically Handicapped Persons Program
MS 8100
PO Box 997413
Sacramento CA 95899-7413
WEBSITE www.dhs.ca.gov/PCFH/cms/ghpp
SECTION 8 How to contact the Railroad Retirement Board

The Railroad Retirement Board is an independent Federal agency that administers
comprehensive benefit programs for the nation’ s railroad workers and their families. If you have
guestions regarding your benefits from the Railroad Retirement Board, contact the agency.

Railroad Retirement Board

CALL

TTY

WEBSITE

1-877-772-5772. Calls to thisnumber are free.
Available 9:00 am to 3:30 pm, Monday through Friday
If you have a touch-tone telephone, recorded information and

automated services are available 24 hours a day, including
weekends and holidays.

1-312-751-4701

This number requires specia telephone equipment and is only
for people who have difficulties with hearing or speaking.

Callsto this number are not free.
http://www.rrb.gov
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SECTION 9 Do you have “group insurance” or other health
insurance from another employer?

If you (or your spouse) get benefits from your (or your spouse’ s) other employer or retiree group,
call the employer/union benefits administrator or Member Servicesif you have any questions.

Y ou can ask about your (or your spouse’s) employer or retiree health benefits, premiums, or the
enrollment period.

If you have other prescription drug coverage through your (or your spouse’s) employer or
retiree group, please contact that group’s benefits administrator. The benefits administrator
can help you determine how your current prescription drug coverage will work with our plan.
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SECTION 1 Things to know about getting your medical care as a
member of our plan

This chapter tells things you need to know about using the plan to get your medical care
covered. It gives definitions of terms and explains the rules you will need to follow to get the
medical treatments, services, and other medical care that are covered by the plan.

For the details on what medical care is covered by our plan and how much you pay as your
share of the cost when you get this care, use the benefits chart in the next chapter, Chapter 4
(Medical Benefits Chart, what is covered and what you pay).

|Section 1.1 What are “network providers” and “covered services”?

Here are some definitions that can help you understand how you get the care and services that
are covered for you as a member of our plan:

e “Providers’ aredoctorsand other health care professionals that the state licenses to
provide medical services and care. The term “providers’ also includes hospitals and other
health care facilities.

e “Network providers’ are the doctors and other health care professionals, medical
groups, hospitals, and other health care facilities that have an agreement with us to accept
our payment and your cost-sharing amount as payment in full. We have arranged for
these providers to deliver covered services to membersin our plan. The providersin our
network generally bill us directly for care they give you. When you see a network
provider, you usually pay only your share of the cost for their services.

e “Covered services’ include all the medical care, health care services, supplies, and
equipment that are covered by our plan. Y our covered services for medical care are listed
in the benefits chart in Chapter 4.

Section 1.2 Basic rules for getting your medical care that is covered by the
plan

Blue Shield 65 Plus will generally cover your medical care aslong as.

e Thecareyou receiveisincluded in the plan’s M edical Benefits Chart (thischartisin
Chapter 4 of this booklet).

e Thecareyou receiveisconsidered medically necessary. It needs to be accepted
treatment for your medical condition.

e You have a Personal Physician who is providing and over seeing your care. Asa
member of our plan, you must choose a Personal Physician (for more information about
this, see Section 2.1 in this chapter).
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o Inmost situations, your Personal Physician must give you approval in advance
before you can use other providersin the plan’s network, such as specialists,
hospitals, skilled nursing facilities, or home health care agencies. Thisis called
giving you a“referral.” For more information about this, see Section 2.2 of this
chapter.

o Referralsfrom your Personal Physician are not required for emergency care or
urgently needed care. There are also some other kinds of care you can get without
having approval in advance from your Personal Physician (for more information
about this, see Section 2.3 of this chapter).

e You generally must receive your carefrom anetwork provider (for more information
about this, see Section 2 in this chapter). In most cases, care you receive from an out-of -
network provider (aprovider who is not part of our plan’s network) will not be covered.
Here are two exceptions:

o The plan covers emergency care or urgently needed care that you get from an out-
of-network provider. For more information about this, and to see what emergency
or urgently needed care means, see Section 3 in this chapter.

o If you need medical care that Medicare requires our plan to cover and the providers
in our network cannot provide this care, you can get this care from an out-of-
network provider. In this situation, you must obtain prior authorization for the care
to be covered and you will pay the same as you would pay if you got the care from
anetwork provider.

SECTION 2 Use providers in the plan’s network to get your
medical care

Section 2.1 You must choose a Personal Physician to provide and oversee
your medical care

What is a “Personal Physician” and what does the Personal Physician do for
you?

When you become a Member of Blue Shield 65 Plus, you must choose a Network Provider to be
your Personal Physician. Y our Personal Physician is a health care professional who meets state
requirements and is trained to give you basic medical care. Personal Physicians generadly fall
into one of four categories as listed in the Blue Shield 65 Plus Provider Directory: Family
Practice, General Practice, Internal Medicine, and OB/GY N.

Aswe explain below, you will get your routine or basic care from your Personal Physician. Y our
Personal Physician will also coordinate the rest of the Covered Services you get as a plan
Member. For example, in order for you to see a Specialist, you usually need to get your Personal
Physician’s approval first (thisis called getting a*“ Referral” to a Speciaist).
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“Coordinating” your services includes checking or consulting with other plan providers about
your care and how it isgoing. If you need certain types of covered services or supplies, you must
get approval in advance from your Personal Physician (such as giving you a Referral to seea
Specialist). In some cases, your Personal Physician will need to get Prior Authorization (prior
approval) from us or your Physician Group. Since your Personal Physician will provide and
coordinate your medical care, you should have al of your past medical records sent to your
Personal Physician’s office.

How do you choose a Personal Physician?

When you join Blue Shield 65 Plus, you receive a Provider Directory that shows the physicians
who provide care for our Members, along with the Physician Group and affiliated Specialists.
The Provider Directory also includes the Network Hospital or Hospitals at which you may
receive care.

Y ou choose your Personal Physician from thislist of providers and write the physician’s name
and 1D number on your enrollment form. It’s possible that your current physician is already part
of the Blue Shield 65 Plus Provider Network.

When you choose your Personal Physician, you are also choosing the Hospital s and specialty
Network associated with your Personal Physician. If thereis a particular network Specialist or
Hospital you want to use, check first to be sure your Personal Physician makes Referrals to that
Specialist or uses that Hospital.

Once you are enrolled in the Plan, we send you a Blue Shield 65 Plus member ID card. The
name and office telephone number of your Personal Physician is printed on your Blue Shield 65
Plus member ID card.

Changing your Personal Physician

Y ou may change your Personal Physician for any reason, at any time. Also, it’s possible that
your Personal Physician might leave our plan’s network of providers and you would have to find
anew Personal Physician.

To change your Personal Physician, call Member Services. If you call by the 15" of the month,
your transfer to anew Personal Physician will be effective on the first day of the following
month.

When you call, be sure to tell Member Servicesif you are seeing Specialists or getting other
Covered services that needed your Personal Physician’s approval (such as home health services
and durable medical equipment). Member Services will help make sure that you can continue
with the specialty care and other services you have been getting when you change your Personal
Physician. They will also check to be sure the Personal Physician you want to switchto is
accepting new patients. Member Services will change your membership record to show the name
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of your new Personal Physician, and tell you when the change to your new Personal Physician
will take effect.

They will also send you a new Blue Shield 65 Plus member ID card that shows the name and
phone number of your new Personal Physician.

Section 2.2 What kinds of medical care can you get without getting
approval in advance from your Personal Physician?

Y ou can get the services listed below without getting approval in advance from your Personal
Physician.

¢ Routine women'’s health care, which include breast exams, mammograms (x-rays of the
breast), Pap tests, and pelvic exams, as long as you get them from a network provider.

¢ Flu shots and pneumonia vaccinations as long as you get them from a network provider.

e Emergency services from network providers or from out-of-network providers.

e Urgently needed care from in-network providers or from out-of-network providers when
network providers are temporarily unavailable or, e.g., when you are temporarily outside
of the plan’s service area.

o Kidney dialysis servicesthat you get at a Medicare-certified dialysis facility when you
are temporarily outside the plan’s service area. If possible, please let us know before you
leave the service area where you are going to be so we can help arrange for you to have
maintenance dialysis while outside the service area.

¢ Routine hearing services, when you get these services from network providers.

| Section 2.3 How to get care from specialists and other network providers

A specialist is adoctor who provides health care services for a specific disease or part of the
body. There are many kinds of specialists. Here are afew examples:

e Oncologists, who care for patients with cancer.

e Cardiologists, who care for patients with heart conditions.

e Orthopedists, who care for patients with certain bone, joint, or muscle conditions.
When your Persona Physician thinks that you need specialized treatment, they will request a
referral (approval in advance) to see a plan Specialist or certain other providers. For some types

of referrals, your Personal Physician may need to get approval in advance from our Plan (thisis
called getting “ prior authorization”).

It is very important to get areferral (approval in advance) from your Personal Physician before
you see a plan Specialist or certain other providers (there are afew exceptions, including routine
women’s health care that we explain later in this section). If you don’t have areferral
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(approval in advance) before you get services from a Specialist, you may have to pay for
these services your self.

If the Specialist wants you to come back for more care, check first to be sure that the referral
(approval in advance) you got from your Personal Physician for the first visit covers more visits
to the Specialist.

When you choose your Personal Physician, you are also choosing the Hospital and specialty
Network associated with your Personal Physician.

If there are specific Specialists you want to use, find out whether your Personal Physician sends
patients to these Specialists. Each Network Personal Physician has certain plan Specialists they
use for referrals. This means that the Personal Physician you select may determine the specialists
you may see. Y ou may generally change your Personal Physician at any timeif you want to see a
plan Specialist that your current Personal Physician can’'t refer you to. Earlier in this section,
under “Changing your Personal Physician?’ wetell you how to change your Personal Physician.
If there are specific hospitals you want to use, you must first find out whether your Personal
Physician uses these hospitals.

What if a specialist or another network provider leaves our plan?

Sometimes a speciaist, clinic, hospital or other network provider you are using might leave the
plan. If your Personal Physician or your hospital leaves our network, we will mail you a letter
informing you of the change, including a new plan ID card with the name of your new Personal
Physician or hospital. We will notify you at least 30 days prior to the change, when possible. At
that time, if you' d like to change your Personal Physician, Member Services can assist you in
finding and selecting another provider. See “ Changing your persona physician” in Section 2.1
above.

If aspecialist that you're currently seeing leaves our network, your Personal Physician will need
to refer you to another network specialist associated with your medical group. If you’ re unhappy
with the new referral or are in need of assistance with the new referral you may call Member
Services at the number on your plan ID card and we will assist you.

SECTION 3 How to get covered services when you have an
emergency or an urgent need for care

| Section 3.1 Getting care if you have a medical emergency

What is a “medical emergency” and what should you do if you have one?

When you have a“medical emergency,” you believe that your health isin serious danger. A
medical emergency can include severe pain, a bad injury, a sudden iliness, or amedical condition
that is quickly getting much worse.
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If you have a medical emergency:

e Get help asquickly as possible. Call 911 for help or go to the nearest emergency room,
hospital, or urgent care center. Call for an ambulance if you need it. Y ou do not need to
get approval or areferral first from your Personal Physician.

e Assoon aspossible, make surethat our plan has been told about your emergency.
We need to follow up on your emergency care. Y ou or someone else should call to tell us
about your emergency care, usually within 48 hours. The number to call is on the back of
your Blue Shield 65 Plus member 1D card.

What is covered if you have a medical emergency?

Y ou may get covered emergency medical care whenever you need it, anywhere in the United
States. Our plan covers ambulance services in situations where getting to the emergency room in
any other way could endanger your health. For more information, see the Medical Benefits Chart
in Chapter 4 of this booklet.

Our plan also covers emergency and urgently needed care outside of the United States up to
$10,000 per year. See “Emergency care” and “Urgently needed care” in the Medical Benefits
Chart in Chapter 4 of this booklet for more information on how much you pay.

If you have an emergency, we will talk with the doctors who are giving you emergency care
to help manage and follow up on your care. The doctors who are giving you emergency care
will decide when your condition is stable and the medical emergency is over.

After the emergency isover you are entitled to follow-up care to be sure your condition
continues to be stable. Y our follow-up care will be covered by our plan. If your emergency
care is provided by out-of-network providers, we will try to arrange for network providersto
take over your care as soon as your medical condition and the circumstances allow.

What if it wasn’t a medical emergency?

Sometimesiit can be hard to know if you have a medical emergency. For example, you might go
in for emergency care — thinking that your health isin serious danger — and the doctor may say
that it wasn’t amedical emergency after all. If it turns out that it was not an emergency, as long
as you reasonably thought your health was in serious danger, we will cover your care.

However, after the doctor has said that it was not an emergency, we will generally cover
additional care only if you get the additional carein one of these two ways.
e You go to anetwork provider to get the additional care.

e —or —theadditional careyou get is considered “urgently needed care” and you
follow the rules for getting this urgent care (for more information about this, see
Section 3.2 below).
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Section 3.2 Getting care when you have an urgent need for care

What is “urgently needed care”?

“Urgently needed care” is a non-emergency situation when you need medical care right away
because of an illness, injury, or condition that you did not expect or anticipate, but your healthis
not in serious danger.

What if you are in the plan’s service area when you
have an urgent need for care?

Whenever possible, you must use our network providers when you are in the plan’s service area
and you have an urgent need for care. (For more information about the plan’s service area, see
Chapter 1, Section 2.3 of this booklet.)

In most situations, if you are in the plan’s service area, we will cover urgently needed care only if
you get this care from a network provider and follow the other rules described earlier in this
chapter. If the circumstances are unusual or extraordinary, and network providers are temporarily
unavailable or inaccessible, our plan will cover urgently needed care that you get from an out-of-
network provider.

What if you are gutside the plan’s service area when
you have an urgent need for care?

Suppose that you are temporarily outside our plan’s service area, but still in the United States. If
you have an urgent need for care, you probably will not be able to find or get to one of the
providersin our plan’s network. In this situation (when you are outside the service area and
cannot get care from a network provider), our plan will cover urgently needed care that you get
from any provider.

Our plan also covers emergency and urgently needed care outside of the United States, up to
$10,000 per year. See “Emergency care” and “Urgently needed care” in the Medical Benefits
Chart in Chapter 4 of this booklet for more information on how much you pay.

SECTION 4 What if you are billed directly for the full cost of your
covered services?

Section 4.1 You can ask the plan to pay our share of the cost of your
covered services

In limited situations, you may be asked to pay the full cost of the service. Other times, you may
find that you have paid more than you expected under the coverage rules of the plan. In either
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case, you will want our plan to pay our share of the costs by reimbursing you for payments you
have aready made.

There may also be times when you get a bill from a provider for the full cost of medical care
you have received. In many cases, you should send this bill to us so that we can pay our share
of the costs for your covered medical services.

If you have paid more than your share for covered services, or if you have received a bill for the
full cost of covered medical services, go to Chapter 7 (Asking the plan to pay its share of a bill
you have received for medical services or drugs) for information about what to do.

Section 4.2 If services are not covered by our plan, you must pay the full
cost

Blue Shield 65 Plus covers all medical services that are medically necessary, are covered under
Medicare, and are obtained consistent with plan rules. Y ou are responsible for paying the full
cost of servicesthat aren’t covered by our plan, either because they are not plan covered services,
or they were obtained out-of-network where not authorized.

If you have any questions about whether we will pay for any medical service or care that you are
considering, you have the right to ask us whether we will cover it before you get it. If we say we
will not cover your services, you have the right to appeal our decision not to cover your care.

Chapter 9 (What to do if you have a problem or complaint) has more information about what to
do if you want a coverage decision from us or want to appeal a decision we have already made.
Y ou may also call Member Services at the number on the front cover of this booklet to get more
information about how to do this.

For covered services that have a benefit limitation, you pay the full cost of any services you get
after you have used up your benefit for that type of covered service. Once a benefit limit has
been reached, whatever you pay for services will not count toward your out-of-pocket maximum.
See Chapter 4 for more information on benefit l[imits and maximums. Y ou can call Member
Services when you want to know how much of your benefit limit you have already used.

SECTION 5 How are your medical services covered when you are
in a “clinical research study”?

| Section 5.1 What is a “clinical research study”?

A clinical research study is away that doctors and scientists test new types of medical care, like
how well anew cancer drug works. They test new medical care procedures or drugs by asking
for volunteersto help with the study. Thiskind of study is one of the fina stages of aresearch
process that helps doctors and scientists see if a new approach works and if it is safe.
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Not al clinical research studies are open to members of our plan. Medicare first needs to approve
the research study. If you participate in a study that Medicare has not approved, you will be
responsible for paying all costs for your participation in the study.

Once Medicare approves the study, someone who works on the study will contact you to explain
more about the study and see if you meet the requirements set by the scientists who are running
the study. Y ou can participate in the study aslong as you meet the requirements for the study
and you have afull understanding and acceptance of what isinvolved if you participate in the
study.

If you participate in a Medicare-approved study, Original Medicare pays most of the costs for the
covered services you receive as part of the study. When you are in aclinical research study, you
may stay enrolled in our plan and continue to get the rest of your care (the care that is not related
to the study) through our plan.

If you want to participate in a Medicare-approved clinical research study, you do not need to get
approval from our plan or your Personal Physician. The providers that deliver your care as part
of the clinical research study do not need to be part of our plan’s network of providers.

Although you do not need to get our plan’s permission to be in a clinical research study, you do
need to tell usbeforeyou start participating in a clinical research study. Here iswhy you
need to tell us:

1. Wecan let you know whether the clinical research study is Medicare-approved.

2. Wecan tell you what services you will get from clinical research study providers instead
of from our plan.

3. We can keep track of the health care services that you receive as part of the study.

If you plan on participating in aclinical research study, contact Member Services (see Chapter 2,
Section 1 of this Evidence of Coverage).

Section 5.2 When you participate in a clinical research study, who pays for
what?

Once you join aMedicare-approved clinical research study, you are covered for routine items
and services you receive as part of the study, including:

e Room and board for a hospital stay that Medicare would pay for even if you weren'tin a
study.

e An operation or other medical procedureif it is part of the research study.
e Treatment of side effects and complications of the new care.

Origina Medicare pays most of the cost of the covered services you receive as part of the study.
After Medicare has paid its share of the cost for these services, our plan will also pay for part of
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the costs. We will pay the difference between the cost-sharing in Original Medicare and your
cost-sharing as amember of our plan. This means your costs for the services you receive as part
of the study will not be higher than they would be if you received these services outside of a
clinical research study.

When you are part of aclinical research study, neither Medicare nor our plan will pay for any
of the following:

e Generally, Medicare will not pay for the new item or service that the study is testing
unless Medicare would cover the item or service even if you were not in a study.

e [tems and services the study gives you or any participant for free.

e [temsor services provided only to collect data, and not used in your direct health care.
For example, Medicare would not pay for monthly CT scans done as part of the study if
your condition would usually require only one CT scan.

Do you want to know more?

To find out what your coinsurance would be if you joined a Medicare-approved clinical research
study, please call us at Member Services (phone numbers are on the cover of this booklet).

Y ou can get more information about joining a clinical research study by reading the publication
“Medicare and Clinical Research Studies’ on the Medicare website (http://www.medicare.gov).
You can aso call 1-800-MEDICARE (1-800-633-4227) 24 hours aday, 7 daysaweek. TTY
users should call 1-877-486-2048.

SECTION 6 Rules for getting care in a “religious non-medical
health care institution”

| Section 6.1 What is a religious non-medical health care institution?

A religious non-medical health careinstitution is afacility that provides care for a condition that
would ordinarily be treated in a hospital or skilled nursing facility care. If getting carein a
hospital or a skilled nursing facility is against amember’ s religious beliefs, our plan will instead
provide coverage for care in areligious non-medical health care institution. Y ou may choose to
pursue medical care at any time for any reason. This benefit is provided only for Part A inpatient
services (non-medical health care services). Medicare will only pay for non-medical health care
services provided by religious non-medical health care institutions.



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 3: Using the plan’s coverage for your medical services 38

Section 6.2 What care from a religious non-medical health care institution
is covered by our plan?

To get care from areligious non-medical health care institution, you must sign alegal document
that says you are conscientiously opposed to getting medical treatment that is * non-excepted.”

e “Non-excepted” medical care or treatment is any medical care or treatment that is
voluntary and not required by any federal, state, or local law.

o “Excepted’ medical treatment is medical care or treatment that you get that is not
voluntary or isrequired under federal, state, or local law.

To be covered by our plan, the care you get from areligious non-medical health care institution
must meet the following conditions:

e Thefacility providing the care must be certified by Medicare.
e Our plan’s coverage of servicesyou receiveislimited to non-religious aspects of care.

o If you get services from thisinstitution that are provided to you in your home, our plan
will cover these services only if your condition would ordinarily meet the conditions for
coverage of services given by home health agencies that are not religious non-medical
health care institutions.

e |f you get servicesfrom thisingtitution that are provided to you in afacility, the
following conditions apply:

o You must have amedical condition that would allow you to receive covered
services for inpatient hospital care or skilled nursing facility care.

o —and-you must get approval in advance from our plan before you are admitted
to the facility or your stay will not be covered.

Medicare Inpatient Hospital coverage limits apply (see Chapter 4 for more information on
Medicare Inpatient Hospital coverage limits).
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SECTION 1 Understanding your out-of-pocket costs for covered
services

This chapter focuses on your covered services and what you pay for your medical benefits. It
includes a Medical Benefits Chart that gives alist of your covered services and tells how much
you will pay for each covered service as a member of Blue Shield 65 Plus. Later in this chapter,
you can find information about medical servicesthat are not covered. It also tells about
l[imitations on certain services.

Section 1.1 What types of out-of-pocket costs do you pay for your covered
services?

To understand the payment information we give you in this chapter, you need to know about the
types of out-of-pocket costs you may pay for your covered services.

e A “copayment” means that you pay afixed amount each time you receive a medical
service. Y ou pay acopayment at the time you get the medical service.

e “Coinsurance’” means that you pay a percent of the total cost of amedical service. You
pay a coinsurance at the time you get the medical service.

Some people qualify for State Medicaid programs to help them pay their out-of-pocket costs for
Medicare. If you are enrolled in on of these programs, you may still have to pay a copayment for
the service, depending on the rulesin your state.

Section 1.2 What is the maximum amount you will pay for Medicare Part A
and Part B covered medical services

Because you enrolled in a Medicare Advantage plan, thereisalimit to how much you haveto
pay out-of-pocket each year for medical servicesthat are covered under Medicare Part A and B
(see the Medical Benefits Chart in Section 2, below).

As amember of Blue Shield 65 Plus, the most you will have to pay out-of-pocket for covered
Part A and Part B servicesin 2011 is $6,700. (any amounts paid toward your plan premium do
not count toward your out-of-pocket maximum). If you reach the maximum out-of-pocket
(MOOP) amount of $6,700, you will not have to pay any out-of-pocket costs for the remainder of
the year for covered Part A and Part B services. (Y ou will have to continue to pay your plan
premium and the Medicare Part B premium.)

Note: Certain services are not included in the calculation of your maximum out-of-pocket cost.
These items are shown in the following Benefits Chart under “ Additional Benefits.”
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Copayments and other charges for services not counting toward your maximum out-of -pocket
cost continue to be your responsibility after the annual MOOP amount is reached.

Note: It isyour responsibility to maintain accurate records of your Copayments and to determine
and notify Blue Shield 65 Plus when the annual MOOP amount has been reached.

Y ou must notify Member Services in writing when you feel that annual MOOP amount has been
reached. At that time, you must submit complete and accurate records to Blue Shield 65 Plus
showing the out-of-pocket costs you have paid for the year. Member Services' address and
telephone number may be found in Chapter 2, Section 1 of this Evidence of Coverage. .

SECTION 2 Use this Medical Benefits Chart to find out what is
covered for you and how much you will pay

| Section 2.1 Your medical benefits and costs as a member of the plan

The Medical Benefits Chart on the following pages lists the services Blue Shield 65 Plus covers
and what you pay out-of-pocket for each service. The services listed in the Medical Benefits
Chart are covered only when the following coverage requirements are met:

e Your Medicare covered services must be provided according to the coverage guidelines
established by Medicare.

e Except in the case of preventive services and screening tests, your services (including
medical care, services, supplies, and equipment) must be medically necessary. Medically
necessary means that the services are used for the diagnosis, direct care, and treatment of
your medical condition and are not provided mainly for your convenience or that of your
doctor.

e Youreceive your care from anetwork provider. In most cases, care you receive from an
out-of-network provider will not be covered. Chapter 3 provides more information about
reguirements for using network providers and the situations when we will cover services
from an out-of-network provider.

e You have aPersona Physician who is providing and overseeing your care. In most
situations, your Personal Physician must give you approval in advance before you can
see other providersin the plan’s network. Thisis caled giving you a“referral.” Chapter
3 provides more information about getting areferral and the situations when you do not
need areferral.

o Some of the serviceslisted in the Medical Benefits Chart are covered only if your doctor
or other network provider gets approval in advance (sometimes called “prior
authorization”) from us. Covered services that need approval in advance are marked in
the Medical Benefits Chart in bold at the beginning of each section.

e Our plan covers all Medicare-covered preventive services at no cost to you.
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Services that are covered for you

What you must pay
when you get these
services

Important: I npatient Care Servicesrequire Prior Authorization (approval in advance) from your
Physician Group or Blue Shield 65 Plus to be covered, except for emergency and urgent out-of-area
services.

Inpatient hospital care
Covered servicesinclude: For each Medicare-covered

Semi-private room (or a private room if medically necessary) stay in aNetwork Hospital

, : o you pay:
Mealsincluding special diets
Regular nursing services $0 per admission.
Costs of specia care units (such as intensive/coronary care units) . -
N Thereisno limit to the
Drugs and medications number of days per
Lab tests Hospital stay.
X-rays and other radiology services
Necessary surgical and medical supplies If you get authorized
. : inpatient care at an out-
Use of _appllanceﬁ, such as wheelchairs of-network hospital after
Operating and recovery room costs your emergency
Physical, occupational, and speech language therapy condition is stabilized,
Under certain conditions, the following types of transplants are your cost is the cost-
covered: corneal, kidney, kidney-pancreatic, heart, liver, lung, sharing you would pay &

heart/lung, bone marrow, stem cell, and intestinal/multivisceral. If ~ @network hospital.
you need a transplant, we will arrange to have your case reviewed

by a Medicare-approved transplant center that will decide

whether you are a candidate for atransplant. If you are sent

outside of your community for a transplant, we will arrange or

pay for appropriate lodging and transportation costs for you and a

companion.

Blood - including storage and administration. Coverage of whole
blood, packed red cells and al other components of blood begins
with the first pint used.

Physician services
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What you must pay
when you get these
services

Inpatient chemical dependency detoxification

For each Medicare-covered
stay in aNetwork Hospital

you pay:

$0 per admission.

Inpatient substance abuse and rehabilitation services

For each M edicare-covered
stay in aNetwork Hospital

yOou pay:

$0 per admission.
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What you must pay
when you get these
services

Inpatient mental health care

e Covered servicesinclude mental health care servicesthat require a
hospital stay. Thereisa190-day lifetime limit in a Medicare-
certified psychiatric hospital. Prior usage under Medicare is
included in the lifetime maximum. The 190-day limit does not
apply to Mental Health services provided in a psychiatric unit of a
general hospital.

You are covered for 150
days each Benefit Period up
to the 190-day limit. For
each Medicare-covered stay
in aNetwork Hospital you
pay:

e 30 per admission for
days 1 to 150.

e 100% of the cost of the
Hospital stay for days
151 and over unless a
new Benefit Period
begins.

A Benefit Period begins
with the first day of the
Medicare-covered
Inpatient Hospital stay and
ends with the close of a
period of 60 consecutive
days, during which you
are not an Inpatient of a
Hospital or Skilled
Nursing Facility.

Skilled nursing facility (SNF) care

(For adefinition of “skilled nursing facility,” see Chapter 12 of this
booklet. Skilled nursing facilities are sometimes called “ SNFs.”)

Covered servicesinclude:
e Semiprivate room (or a private room if medically necessary)
e Maeds, including special diets
e Regular nursing services
e Physical therapy, occupational therapy, and speech therapy

For each stay in aMedicare-
certified Skilled Nursing
Facility, you pay per
admission:

$0 each day for days 1 to
100.

Thereisalimit of 100 days
for each Benefit Period if
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What you must pay
when you get these
services

e Drugsadministered to you as part of your plan of care (This
includes substances that are naturally present in the body, such as
blood clotting factors.)

e Blood - including storage and administration. Coverage of whole
blood, packed red cells and al other components of blood begins
with the first pint used.

e Maedical and surgical supplies ordinarily provided by SNFs
e Laboratory tests ordinarily provided by SNFs
e X-raysand other radiology services ordinarily provided by SNFs

e Useof appliances such as wheelchairs ordinarily provided by
SNFs

e Physician services

Generally, you will get your SNF care from plan facilities. However,
under certain conditions listed below, you may be able to pay in-
network cost-sharing for afacility that isn’t a plan provider, if the
facility accepts our plan’s amounts for payment.

e A nursing home or continuing care retirement community where
you were living right before you went to the hospital (aslong asit
provides skilled nursing facility care).

e A SNF where your spouse isliving at the time you leave the
hospital.

your condition requires
additional Rehabilitation
Services, other types of
daily skilled nursing, or
other skilled care. If you go
over the 100 day limit, you
will be responsible for all
costs.

A Benefit Period begins
with the first day of the
Medicare-covered I npatient
Hospital stay and ends with
the close of a period of 60
consecutive days, during
which you are not an
Inpatient of a Hospital or
Skilled Nursing Facility.

When a Network Provider
coordinates your
admission, Blue Shield 65
Plus waives the 3-day
Hospital stay required by
Medicare to qualify for
coverage. If your
admission to an Out-of -
Area Skilled Nursing
Facility is not authorized or
approved by your Network
Provider, the Medicare-
required 3-day Hospital
stay applies.
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What you must pay
when you get these
services

Services that are covered for you

Inpatient services covered when the hospital or SNF days
aren’t, or are no longer, covered

As described above, the plan covers an unlimited number of days per
benefit period for inpatient hospital care and up to 100 days per benefit
period for skilled nursing facility (SNF) care. Once you have reached the
coverage limit for SNF days, the plan will no longer cover your stay in
the SNF. However, we will cover certain types of services that you
receive while you are till in the SNF. Covered servicesinclude:

Because thereis no limit to
the number of days per
inpatient hospital stay, this
only appliesto SNF care.

e Physician services e You pay $10 for each
visit.
o Tests(like X-ray or lab tests) e You pay $0.
e X-ray, radium, and isotope therapy including technician materials e Y ou pay $0.
and services
e Surgical dressings, splints, casts and other devicesusedtoreduce ®  You pay $0 for items
fractures and dislocations covered by Medicare.
e Prosthetics and orthotics devices (other than dental) that replace
all or part of an internal body organ (including contiguous tissue), Y ou pay $0.
or all or part of the function of a permanently inoperative or
malfunctioning internal body organ, including replacement or
repairs of such devices
e Leg, am, back, and neck braces; trusses, and artificial legs, arms, Y ou pay $0
and eyes including adjustments, repairs, and replacements '
required because of breakage, wear, loss, or a change in the
patient’ s physical condition
e Physical therapy, speech therapy, and occupational therapy e You pay $10 for each
visit.
Home health agency care
Y ou pay $0 for each

Covered services include: covered home health visit.

e Part-time or intermittent skilled nursing and home health aide
services (To be covered under the home health care benefit, your  Servicesrequire Prior

skilled nursing and home health aide services combined must Authorization (approval in
total fewer than 8 hours per day and 35 hours per week) advanc_e) from your
e Physical therapy, occupational therapy, and speech therapy Physician Group or Blue

Shield 65 Plusto be
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e Medical social services
e Medica equipment and supplies

covered, except for
emergency and urgent Out-
of-Area services.

Please see Urgently Needed
Care in this benefit chart for
Urgently Needed home
health care copayments
when you are out of your
Plan service area.

Hospice care

Y ou may receive care from any Medicare-certified hospice program.
Origina Medicare (rather than our Plan) will pay the hospice provider
for the services you receive. Y our hospice doctor can be a network
provider or an out-of-network provider. You will still be a plan member
and will continue to get the rest of your care that is unrelated to your
terminal condition through our Plan. However, Original Medicare will
pay for al of your Part A and Part B services. Our plan will bill Original
Medicare for these services while your hospice electionisin force.
Covered servicesinclude:

e Drugs for symptom control and pain relief, short-term respite
care, and other services not otherwise covered by Original
Medicare

e Homecare

Our plan covers hospice consultation services (one time only) for a
terminaly ill person who hasn’t elected the hospice benefit.

When you enroll ina

M edicare-certified hospice
program, your hospice
services and your Original
Medicare services are paid
for by Original Medicare,
not Blue Shield 65 Plus.

Y ou pay $0 for the Hospice
consultation services (one
time only).
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Services that are covered for you

Important: Outpatient Servicesrequire Prior Authorization (approval in advance) from your
Physician Group or Blue Shield 65 Plus to be covered, except for emergency and urgent out-of-area
services.

Physician services, including doctor’s office visits

Covered servicesinclude:

e Officevidits, including medical and surgical carein aphysician’s e 310 per visit
office

e Medical or surgical services furnished in a certified ambulatory e 310 per visit
surgical center or in ahospital outpatient setting

e Consultation, diagnosis, and treatment by a specialist e 310 per visit

e Hearing and balance exams, if your doctor ordersit to seeif you $10 per visit
need medical treatment.

e Telehealth office visits including consultation, diagnosis and o $10 per visit
treatment by a specialist

e Second opinion by another network provider prior to surgery o $10 per visit

e Outpatient hospital services e 30 per visit

e Non-routine dental care (covered services are limited to surgery o $10 per visit

of the jaw or related structures, setting fractures of the jaw or
facia bones, extraction of teeth to prepare the jaw for radiation
treatments of neoplastic cancer disease, or services that would be
covered when provided by a physician)

Chiropractic services

Covered servicesinclude: Y ou pay $10 per visit for all

e Manual manipulation of the spine to correct subluxation Medicare-covered services.
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Podiatry services

Covered servicesinclude:
e Treatment of injuries and diseases of the feet (such as hammer toe
or hedl spurs).

¢ Routinefoot care for members with certain medical conditions
affecting the lower limbs

Y ou pay $10 for each
Medicare-covered visit.

Outpatient mental health care
Covered servicesinclude:

Mental health services provided by adoctor, clinical psychologist,
clinical social worker, clinical nurse specialist, nurse practitioner,
physician assistant, or other Medicare-qualified mental health care
professional as allowed under applicable state laws.

You pay $10 for each
individual or group therapy
visit. Thereis no Calendar-
year limit for this benefit.

Partial hospitalization services

“Partial hospitalization” is a structured program of active psychiatric
treatment that is more intense than the care received in your doctor’s or
therapist’s office and is an alternative to inpatient hospitalization.

Y ou pay $0 for partial
hospitalization services.
There is no Calendar-year
[imit for this benefit.

Outpatient substance abuse services

You pay $10 for each
individual or group therapy
visit. Thereis no Calendar-
year limit for this benefit.

Outpatient surgery, including services provided at hospital
facilities and ambulatory surgical centers

Y ou pay $0 for each visit
to an ambulatory surgical
center or an outpatient
hospital facility.
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What you must pay
when you get these
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Ambulance services

e Covered ambulance services include fixed wing, rotary wing, and
ground ambulance services, to the nearest appropriate facility that
can provide care only if they are furnished to a member whose
medical condition is such that other means of transportation are
contraindicated (could endanger the person’s health). The
member’ s condition must require both the ambulance
transportation itself and the level of service provided in order for
the billed service to be considered medically necessary.

e Non-emergency transportation by ambulance is appropriateif it is
documented that the member’ s condition is such that other means
of transportation are contraindicated (could endanger the person’s
health) and that transportation by ambulance is medically
required.

Y ou pay $0 per trip, each
way.

Note: Although most
providers collect the
applicable Copayment at the
time of service, this may not
occur for ambulance
services.

Y ou may receive ahill for
the entire cost of the
ambulance service. If this
occurs, simply submit your
bill to:

Blue Shield 65 Plus
Claims Department
PO Box 5014
Woodland Hills, CA
91365-9623

Blue Shield will pay for the
cost of the covered services,
less the applicable
copayment. Y ou will
receive a separate bill from
the provider for the
applicable copayment.

Emergency care

World-wide coverage.

Y ou pay $50 for each visit
to an emergency room.

You pay $0if you are
admitted to the Hospital
within 24 hours for the
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same condition.

If you receive emergency
care at an out-of-network
hospital and need impatient
care after your emergency
condition is stabilized, you
must have your inpatient
care at the out-of-network
hospital authorized by the
plan and your cost isthe
cost-sharing you would pay
at anetwork hospital.

Y ou have a $10,000
combined annual limit for
covered emergency or
urgently needed services
outside the United States.

Urgently needed care
World-wide coverage for treatment of unforeseen iliness or injuries.

You pay $25 for each visit
to anetwork urgent care
center within your plan
service area.

You pay $0if you are
admitted to the Hospital
within 24 hours for the
same condition.

You pay $25 for each visit
to an urgent care center,
emergency room or
physician office that is
outside your plan service
area. The $25 copay applies
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to out-of-area urgently
needed services such as
Outpatient lab work or x-
rays, Outpatient
Rehabilitation Services
visits, home health services
and durable medical
equipment.

You pay $0 for al Out-of-
AreaUrgently Needed Care
if you are admitted to the
Hospital within 24 hours for
the same condition.

Y ou have a $10,000
combined annual limit for
covered emergency or
urgently needed services

outside the United States.
Outpatient rehabilitation service
Covered servicesinclude: physical therapy, occupational therapy, ¥ ou pay $10 for each visit.
speech language therapy, cardiac rehabilitative therapy, intensive
cardiac rehabilitation services, pulmonary rehabilitation services, and ?ﬁnﬁgégneg:mzﬁdﬁ
Comprehensive Outpatient Rehabilitation Facility (CORF) services. Urgently Needed Outpatient

Rehabilitation Services
Copayments when you are
out of your plan service
area.

Durable medical equipment and related supplies

(For adefinition of “durable medical equipment,” see Chapter 12 of this
booklet.)

Covered items include, but are not limited to: wheelchairs, crutches,

Y ou pay $0.

See “Medicare Part B
Prescription Drugs’ in this
chart for more information
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hospital bed, IV infusion pump, oxygen equipment, nebulizer, and
walker.

on drugs you take using
durable medical equipment.

Prosthetic devices and related supplies

Devices (other than dental) that replace a body part or function. These
include, but are not limited to: colostomy bags and supplies directly
related to colostomy care, pacemakers, braces, prosthetic shoes, artificial
limbs, and breast prostheses (including a surgical brassiere after a
mastectomy). Includes certain supplies related to prosthetic devices, and
repair and/or replacement of prosthetic devices. Also includes some
coverage following cataract removal or cataract surgery — see “Vision
Care’ later in this section for more detail.

You pay $0 for Medicare-
covered prosthetic devices
and supplies.

Diabetes self-monitoring, training, and supplies

For all people who have diabetes (insulin and non-insulin users).
Covered servicesinclude:

e Blood glucose monitor, blood glucose test strips, lancet devices
and lancets, and glucose-control solutions for checking the
accuracy of test strips and monitors.

e For people with diabetes who have severe diabetic foot disease:
One pair per calendar year of therapeutic custom-molded shoes
(including inserts provided with such shoes) and two additional
pairs of inserts, or one pair of depth shoes and three pairs of
inserts (not including the non-customized removable inserts
provided with such shoes). Coverage includes fitting.

e Self-management training is covered under certain conditions.

e For personsat risk of diabetes: Fasting plasma glucose tests.
Coverage will be provided for two screening tests per calendar
year for individuals diagnosed with pre-diabetes, and one

e You pay $0 for blood
glucose monitors, test
strips, lancets and
glucose-control
solutions at a network
pharmacy. (Y ou pay
$10if provided in your
Personal Physician’s
office.)

e You pay $0 for
therapeutic shoes.

e You pay $10 for
training.

e You pay $0 for fasting
plasma glucose tests.
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services
screening test per year for individuals previously tested who were
not diagnosed with pre-diabetes, or who have never been tested.
Medical nutrition therapy
For people with diabetes, renal (kidney) disease (but not on dialysis), You pay $0 for each
and after atransplant when referred by your doctor. Medicare-covered visit.
Kidney Disease Education Services You pay $10 for the office
Education to teach kidney care and help members make informed visit to your Personal
decisions about their care. For people with stage IV chronic kidney Physician or Specialist.
disease when referred by their doctor. We cover up to six sessions of
kidney disease education services.
Outpatient diagnostic tests and therapeutic services and
supplies Y ou pay $0.
Covered servicesinclude:
e X-rays
e Radiation therapy
e Surgical supplies, such as dressings
e Supplies, such as splints and casts
e Laboratory tests
e Blood. Coverage of storage and administration begins with the
first pint of blood that you need.
e Other outpatient diagnostic tests
Vision care
Covered servicesinclude:
e Qutpatient physician services for eye care. e You pay $10 for this
e For people who are at high risk of glaucoma, such as people with Care. _
afamily history of glaucoma, people with diabetes, and African- * You pay $10 for this
Americans who are age 50 and older: glaucoma screening once screening.
per year
e One pair of eyeglasses or contact lenses after each cataract .
surgery that includes insertion of an intraocular lens. Corrective * Youpay $0for this
lenses/frames (and replacements) needed after a cataract removal cyewear.
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without alensimplant.

See “Routine Vision services’ at the end of this chart for more
information.

Important: Preventive Care and Screening Testsrequire Prior Authorization (approval in
advance) from your Physician Group or Blue Shield 65 Plusto be covered, except for emergency and

urgent out-of-area services.

Abdominal aortic aneurysm screening

A one-time screening ultrasound for people at risk. The plan only
covers this screening if you get areferral for it asaresult of your
“Welcome to Medicare” physical exam.

You pay $0 for the
Medicare-covered
screening.

Y ou pay $10 for the
office visit to your
Personal Physician or
Specialist.

Bone mass measurement

For qualified individuals (generally, this means people at risk of
losing bone mass or at risk of osteoporosis), the following services

are covered every 2 years or more frequently if medically necessary:

procedures to identify bone mass, detect bone loss, or determine
bone quality, including a physician’s interpretation of the results.
Diagnosis, treatment and management of osteoporosis.

You pay $0 for the
Medicare-covered
screening.

Y ou pay $10 for the office
visit to your Persona
Physician or Specialist.

Colorectal screening
For people 50 and older, the following are covered:

¢ Flexible sigmoidoscopy (or screening barium enema as an
aternative) every 48 months

e Fecal occult blood test, every 12 months

For people at high risk of colorectal cancer, we cover:

Y ou pay $0 for the
Medicare-covered
screening.

Y ou pay $10 for the
office visit to your
Personal Physician or




2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 4: Medical Benefits Chart (what is covered and what you pay)

Services that are covered for you

56

What you must pay
when you get these

services
e Screening colonoscopy (or screening barium enemaas an Specialist.
aternative) every 24 months
Y ou pay a$0 Outpatient

For people not at high risk of colorectal cancer, we cover:

e Screening colonoscopy every 10 years, but not within 48 months
of a screening sigmoidoscopy

surgery copayment for
any Medicare-covered
screening performed in
an Outpatient facility.

Y ou pay a$0 Outpatient
surgery copayment for any
Medicare-covered
colorectal cancer procedure
that your physician codes
as a diagnostic procedure.

HIV screening

For people who ask for an HIV screening test or who are at increased
risk for HIV infection, we cover:

¢ One screening exam every 12 months

For women who are pregnant, we cover:
e Up to three screening exams during a pregnancy

You pay $0 for the
Medicare-covered
screening.

Y ou pay $10 for the
office visit to your
Personal Physician or

Specialist.
Immunizations
— _ Y ou pay $0 for the
Covered servicesinclude: Medicare-covered
e Pneumonia vaccine* screening.
e Flu shots, once ayear in the fall or winter*
You pay $10 for the

e Hepatitis B vaccineif you are at high or intermediate risk of
getting Hepatitis B
e Other vaccinesif you are at risk

We also cover some vaccines under our outpatient prescription drug
benefit.

* Asexplained in Section 2.2, you can get this service on your own,
without areferral from your Personal Physician, aslong as you get the

office visit to your
Personal Physician or
Speciaist.
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service from a Network Provider.
Mammography screening*
P . You pay $0 for the
Covered services include: Medicare-covered
e One baseline exam between the ages of 35 and 39 screening.

e One screening every 12 months for women age 40 and older

*As explained in Section 2.2, you can get this service on your own,
without areferral from your Personal Physician, aslong as you get
the service from a Network Provider. Y ou may make an appointment
directly with the radiology facility affiliated with your Personal
Physician’s Physician Group. Although you do not need to see your
Personal Physician first, be sure to discuss your test results with your
Personal Physician or Women’'s Health Specialist.

Y ou pay $10 for the office
visit to your Personal
Physician or Specialist.

Pap test, pelvic exams, and clinical breast exams*

Covered services include:

e For al women, Pap tests, pelvic exams, and clinical breast exams
are covered once every 24 months

e |f youareat high risk of cervical cancer or have had an abnormal
Pap test and are of childbearing age: one Pap test every 12
months

*As explained in Section 2.2, you can get these services on your own,
without areferral from your Personal Physician, aslong as you get
the service from a Network Provider.

You pay $0 for the
Medicare-covered
screening.

You pay $10 for the office
visit to your Personal
Physician or Specialist.

Prostate cancer screening exams*

For men age 50 and older, covered services include the following - once
every 12 months:

e Digital rectal exam

e Prostate Specific Antigen (PSA) test

*Y ou can get this service on your own, without areferral from your

Personal Physician, aslong as you get the service from a Network
Provider.

You pay $0 for the
Medicare-covered
screening.

You pay $10 for the
office visit to your
Personal Physician or
Specialist.
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Cardiovascular disease testing
Blood tests for the detection of cardiovascular disease (or abnormalities
associated with an elevated risk of cardiovascular disease).

Contact Member Services for information on how often we will cover
these tests.

You pay $0 for the
Medicare-covered
screening.

Y ou pay $10 for the
office visit to your
Personal Physician or
Specialist.

Initial Preventative Physical exam (Welcome to Medicare
Physical Exam)

A one-time physical exam for members within the first 12 months that
they have Medicare Part B. Includes measurement of height, weight,
body massindex, blood pressure, visual acuity screen and other routine
measurements; an electrocardiogram; education, counseling and referral
with respect to covered screening and preventive services. Doesn't
include lab tests.

Y ou pay $0 for one
preventative physical
exam per year.

You pay $10 for the
office visit to your
Personal Physician or
Specialist.

Personalized Prevention Plan Services (Annual Wellness
Visit)

Available to membersin the first 12 months that they have Medicare Part
B or 12 months after the member has the one-time Initial Preventative
Physical Exam (Welcome to Medicare Physical Exam).

You pay $0 for the
Medicare-covered visit.

You pay $10 for the
office visit to your
Personal Physician or
Specialist.
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Services that are covered for you

Important: The following ‘Other Services require Prior Authorization (approval in advance)
from your Physician Group or Blue Shield 65 Plus to be covered, except for emergency and urgent out-
of-area services.

Dialysis (kidney)
Covered servicesinclude:

e Outpatient dialysis treatments (including dialysistreatmentswhen e You pay $0 for each
temporarily out of the service area, as explained in Chapter 3) treatment billed by a
qualified, Medicare-
approved dialysis
provider, including any
drugs used during the
procedure.

o Inpatient dialysis treatments (if you are admitted to ahospital for ~ ® Included in your costs
special care) for Inpatient Hospital
care. Please see the

Inpatient Care section
of this chart for more
information about what
you must pay for
Inpatient Hospital

Care.

e Self-dialysistraining (includes training for you and anyone
helping you with your home dialysis treatments)

e Homedialysis equipment and supplies

e You pay $0 for self-
dialysistraining.
e You pay $0 for home

dialysis equipment and
e Certain home support services (such as, when necessary, visits by supplies.
trained dialysis workers to check on your home dialysis, to help e You pay $0 for each
in emergencies, and check your dialysis equipment and water visit.

supply)
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Services that are covered for you

Medicare Part B prescription drugs

These drugs are covered under Part B of Original Medicare. Members of
our plan receive coverage for these drugs through our plan. Covered
drugs include:

e Drugsthat usually aren’t self-administered by the patient and are e You pay $0 for the

injected while you are getting physician services drugs. You pay $10 for
e Diabetic suppliesincluding lancets, test strips and glucose control the office visit.
solution

e If administered by
your Persona
Physician, you pay $0

e Drugsyou take using durable medical equipment (such as
nebulizers) that was authorized by the plan

e Clotting factors you give yourself by injection if you have for the drugs and $10
hemophilia for the office visit

e Immunosuppressive Drugs, if you were enrolled in Medicare Part copayment. If obtained
A at the time of the organ transplant at aretail pharmacy,

e Injectable osteoporosis drugs, if you are homebound, have a bone you pay $0.

fracture that a doctor certifies was related to post-menopausal
osteoporosis, and cannot self-administer the drug

e Antigens
e Certain ora anti-cancer drugs and anti-nausea drugs

e Certain drugs for home dialysis, including heparin, the antidote
for heparin when medically necessary, topical anesthetics, and
erythropoisis-stimulating agents (such as Epogen®, Procrit®,
Epoetin Alfa, Aranesp®, or Darbepoetin Alfa)

¢ Intravenous Immune Globulin for the home treatment of primary * Youpay $0

immune deficiency diseases

Chapter 5 explains the Part D prescription drug benefit, including
rules you must follow to have prescriptions covered. What you pay
for your Part D prescription drugs through our planislisted in
Chapter 6.
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Important: The following Additional Benefitsdo NOT require Prior Authorization (approval in
advance) from your Physician Group or Blue Shield 65 Plusto be covered.

Hearing services

Hearing aids, hearing aid examination and fitting evaluation. Services
may be obtained from the provider of your choice.

Y ou will be reimbursed up
to atotal of $1,000 every 36
months.

Simply submit your bill to:

Blue Shield 65 Plus
Claims Department
PO Box 5014
Woodland Hills, CA
91365-9623

Blue Shield will reimburse
you for the cost of the
covered services, up to the
$1,000 limit every 36
months.

Health and wellness education programs

These programs include education for qualified Members with
conditions such as diabetes and heart disease to assist in self-
management of their condition.

NurseHelp 24/7

When you have amedical concern, one call to our toll-free hotline
puts you in touch with a registered nurse who will listen to your
concerns and help you toward a solution.

Call 1-877-304-0504 (TTY/TDD: 1-800-855-2881)
24 hours aday, 7 days a week.

You pay $0.
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LifeReferrals 24/7 Y ou pay $0.
Consultants are available 24 hours aday, 7 days aweek to offer
objective, confidential guidance on personal issuesincluding
relationships and stress. Legal, financial and educational resources
are available to help balance work and personal matters.
Call 1-800-985-2405 (TTY/TDD: 1-800-855-2881)
24 hours aday, 7 days aweek
Member Information Y ou pay $0.
1. A semi-annual Member newsletter that keeps you up to date on
health and your health plan.
2. Cdifornia Advance Healthcare Directive, along with
instructions for completion that you may receive by calling our
Member Services Department.
Blueshieldca.com
Our health-in-action web site provides resources to help you make Y ou pay $0.

informed decisions about your healthcare, including information
from the highly respected Healthwise®. Check out the health library
or narrow your search by selecting a specific health topic.

NurseHelp 24/7 Online

Have a confidential on-on-one online dialogue with a
registered nurse, 24 hours a day.

Decision Guide Treatment Options Tool

Once you enter information about your own health condition,
thistool provides you with treatment options relevant to your
own circumstances from a database of expert information
from medical journals and such highly trusted sources as the
American Cancer Society and the American Heart
Association.
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Pharmacy section of blueshieldca.com

Compare generic and Brand Name Drug prices, locate
Network Pharmacies or send your questions about
prescription or over-the-counter drugs to a pharmacist at the
University of California, San Francisco. You'll receive a
confidential answer within two business days.

Y ou pay $0.

LifeM AP/Guided Imagery Program

The primary objective of the Guided Imagery/LifeMAP program isto
provide tools and information necessary to help empower our members
to take an activerole in their own health management. This support
includes attending to mind-body medicine issues, supplying members
with immediate relevant medical information, and being aware of the
expectation that a health plan will anticipate member needs even before
they arise.

Y ou pay $0.

Direct-to-Physician Program

Direct-to-Physician is a quarterly clinical messaging program delivered
by fax or printed mail to physicians. The messages aert physiciansto
their patients that are out of compliance with generally accepted clinical
practice guidelines regarding their medications and/or care.

Y ou pay $0.

Vision care

The vision benefits are designed to reduce the cost of vision care while promoting quality eye care

coverage Services.

Blue Shield of Californiareservestheright to review all claims to determine whether any exclusions or

limitations apply.

Blue Shield of Californiamay use the Services of physician consultants,

professional societies and other consultants to evaluate claims.

Y ou can locate a Network Provider by calling the Blue Shield Vision Plan Administrator Customer
Service at 1-877-601-9083 [TTY/TDD: 1-800-822-5552], 8 am. to 5 p.m., Monday through Friday, or

peer review committees of
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Services that are covered for you

online at www.blueshieldca.com.

Y ou should make an appointment with the Network Provider and identify yourself as a Blue Shield
65 Plus Member. The Network Provider will submit aclaim for covered services on-line or by claim
form. Network Providers will accept Blue Shield’'s payment for covered Services as payment in full
less any applicable Member Copayment, except as noted in the benefit chart below.

When services are provided by a non-Network Provider, you must submit aVision Service Report Form
(claim form C-4669-61) which can be obtained on www.blueshieldca.com or from Blue Shield 65 Plus
Member Services. Thisform must be completed in full and submitted with all related receipts to:

Blue Shield Vision Plan Administrator
P.O. Box 25208
Santa Ana, California 92799-5208

The Blue Shield Vision Plan Administrator will make payment directly to a Network Provider, or to
you for the services of anon-Network Provider, by means of a Blue Shield check.

Network Providers submit claims for payment after their Services have been received. Y ou or your
non-Network Providers also submit claims for payment after Services have been received.

Y ou may select any licensed ophthalmol ogist, optometrist or optician to provide covered services,
including providers outside of California. However, how much you pay may be different depending on
whether you use a Network or non-Network provider. See the benefit chart below. A Directory of
Network Providersis available on our website located at www.blueshieldca.com or from your Group
Administrator or from Blue Shield 65 Plus Member Services.

If you have a question about Services, providers, benefits, or concerns regarding the quality of care or
access to care that you have experienced, you may contact Blue Shield 65 Plus Member Services at
the number on Page 1 or:

Blue Shield Vision Plan Administrator

Customer Service Department

P.O. Box 25208

Santa Ana, California 92799-5208

1-714-619-4660 or 1-877-601-9083 [TTY/TDD: 1-800-822-5552]
8 am. to 5 p.m., Monday through Friday

Vision Benefits
Covered Services under this benefit are limited to the following:

One comprehensive eye examination in a consecutive 12-month period. When recaived from a
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Services that are covered for you

A comprehensive examination represents alevel of servicein which a Network Provider:
general evaluation of the complete visual systemismade. The

comprehensive Services constitute a single service entity but need not Y ou pay $10 per exam.
be performed at one session. The service includes history, generad

medical observation, externa and opthal moscopic examination, gross When received from a
visual fields and basic sensorimotor examination. It oftenincludes,as  Non-Network Provider:
indicated: biomicroscopy, examination for cycloplegia or mydriasis,

tonometry, and, usually, determination of the refractive state unless Y ou pay $10 per exam plus

known, or unless the condition of the media precludesthisor itis all chargesin excess of $60

otherwise contraindicated, as in presence of trauma or severe for an ophthalmologic exam

inflammation. and $50 for an optometric
exam.

SECTION 3 What types of benefits are not covered by the plan?

| Section 3.1 Types of benefits we do not cover (exclusions) |

This section tells you what kinds of benefits are “excluded.” Excluded means that the plan
doesn’t cover these benefits.

The list below describes some services and items that aren’t covered under any conditions and
some that are excluded only under specific conditions.

If you get benefits that are excluded, you must pay for them yourself. We won't pay for the
medical benefits listed in this section (or elsewhere in this booklet), and neither will Original
Medicare. The only exception: If a benefit on the exclusion list isfound upon appeal to be a
medical benefit that we should have paid for or covered because of your specific situation. (For
information about appealing a decision we have made to not cover amedical service, go to
Chapter 9, Section 5.3 in this booklet.)

In addition to any exclusions or limitations described in the Benefits Chart, or anywhere elsein
this Evidence of Coverage, the following items and services aren’t covered under Original
Medicareor by our plan:

e Services considered not reasonable and necessary, according to the standards of Original
Medicare, unless these services are listed by our plan as a covered services.

e Experimental medical and surgical procedures, equipment and medications, unless
covered by Original Medicare. However, certain services may be covered under a
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Medicare-approved clinical research study. See Chapter 3, Section 5 for more
information on clinical research studies.

e Surgical treatment for morbid obesity, except when it is considered medically necessary
and covered under Original Medicare.

e Private room in a hospital, except when it is considered medically necessary.
e Private duty nurses.

e Personal itemsin your room at a hospital or a skilled nursing facility, such as atelephone
or atelevision.

e Full-time nursing care in your home.

e Custodial care, unlessit is provided with covered skilled nursing care and/or skilled
rehabilitation services. Custodia care, or non-skilled care, is care that helps you with
activities of daily living, such as bathing or dressing.

e Homemaker services include basic household assistance, including light housekeeping or
light meal preparation.

e Feescharged by your immediate relatives or members of your household.

e Measdeivered to your home.

e Elective or voluntary enhancement procedures or services (including weight loss, hair
growth, sexual performance, athletic performance, cosmetic purposes, anti-aging and
mental performance), except when medically necessary.

e Cosmetic surgery or procedures, unless because of an accidental injury or to improve a
malformed part of the body. However, al stages of reconstruction are covered for a
breast after a mastectomy, as well asfor the unaffected breast to produce a symmetrical
appearance.

e Routine dental care, such as cleanings, filings or dentures. However, non-routine dental
carereceived at a hospital may be covered.

e Chiropractic care, other than manual manipulation of the spine consistent with Medicare
coverage guidelines.

e Routine foot care, except for the limited coverage provided according to Medicare
guidelines.

o Orthopedic shoes, unless the shoes are part of aleg brace and are included in the cost of
the brace or the shoes are for a person with diabetic foot disease.

e Supportive devices for the feet, except for orthopedic or therapeutic shoes for people with
diabetic foot disease.

e Eyeglasses, radia keratotomy, LASIK surgery, vision therapy and other low vision aids.
However, eyeglasses are covered for people after cataract surgery.
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e Reversal of sterilization procedures, sex change operations, and non-prescription
contraceptive supplies.

e Acupuncture.
e Naturopath services (uses natural or alternative treatments).

e Services provided to veteransin Veterans Affairs (VA) facilities. However, when
emergency services are received at VA hospital and the VA cost-sharing is more than the
cost-sharing under our plan, we will reimburse veterans for the difference. Members are
still responsible for our cost-sharing amounts.

e Any services listed above that aren’t covered will remain not covered even if received at
an emergency facility.
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f? Did you know there are programs to help
people pay for their drugs?

There are programs to help people with limited resources pay for their drugs.
These include “Extra Help” and State Pharmaceutical Assistance Programs. For
more information, see Chapter 2, Section 7.

Are you currently getting help to pay for
your drugs?

If you arein aprogram that helps pay for your drugs, someinformation in this
Evidence of Coverage may not apply to you. We will send you the “ Evidence
of Coverage Rider for People Who Get Extra Help Paying for Prescription
Drugs’ (Low Income Subsidy Rider), that tells you about your drug coverage. If
you don’t get thismailing, please call Member Services and ask for the
“Evidence of Coverage Rider for People Who Get Extra Help Paying for
Prescription Drugs’ (LIS Rider). Phone numbers for Member Services are on the

front cover.
SECTION 1 Introduction
| Section 1.1 This chapter describes your coverage for Part D drugs

This chapter explains rules for using your coverage for Part D drugs. The next chapter tells what
you pay for Part D drugs (Chapter 6, What you pay for your Part D prescription drugs).

In addition to your coverage for Part D drugs, Blue Shield 65 Plus also covers some drugs under
the plan’s medical benefits:

e The plan covers drugs you are given during covered stays in the hospital or in askilled
nursing facility. Chapter 4 (Medical Benefits Chart, what is covered and what you pay)
tells about the benefits and costs for drugs during a covered hospital or skilled nursing
facility stay.

e Medicare Part B aso provides benefits for some drugs. Part B drugsinclude certain
chemotherapy drugs, certain drug injections you are given during an office visit, and
drugsyou are given at adialysisfacility. Chapter 4 (Medical Benefits Chart, what is
covered and what you pay) tells about the benefits and costs for Part B drugs.

The two examples of drugs described above are covered by the plan’s medical benefits. The rest
of your prescription drugs are covered under the plan’s Part D benefits. This chapter explains
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rulesfor using your coverage for Part D drugs. The next chapter tells what you pay for Part D
drugs (Chapter 6, What you pay for your Part D prescription drugs).

| Section 1.2 Basic rules for the plan’s Part D drug coverage

The plan will generally cover your drugs as long as you follow these basic rules:

e You must have a network provider write your prescription. (For more information, see
Section 2, Your prescriptions should be written by a network provider.)

e You must use a network pharmacy to fill your prescription. (See Section 3, Fill your
prescriptions at a network pharmacy.)

e Your drug must be on the plan’s List of Covered Drugs (Formulary) (we call it the “Drug
List” for short). (See Section 4, Your drugs need to be on the plan’sdrug list.)

e Your drug must be considered “medically necessary,” meaning reasonable and
necessary for treatment of your injury or illness. It also needs to be an accepted
treatment for your medical condition.

SECTION 2 Your prescriptions should be written by a network
provider

Section 2.1 In most cases, your prescription must be from a network
provider

Y ou need to get your prescription (as well as your other care) from a provider in the plan’s
provider network. This person would often be your Persona Physician. It could aso be another
professional in our provider network if your Personal Physician has referred you for care.

To find network providers, look in the Provider Directory.

The plan will cover prescriptionsfrom providerswho arenot in the plan’s network only in
afew special circumstances. These include:
e Prescriptions you get in connection with emergency care.

e Prescriptions you get in connection with urgently needed care when network providers
are not available.

e Diaysisyou get when you are traveling outside of the plan’s service area.

Other than these circumstances, you must have approval in advance (“prior authorization”) from
the plan to get coverage of a prescription from an out-of-network provider.
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If you pay “out-of-pocket” for a prescription written by an out-of-network provider and you
think we should cover this expense, please contact Member Services or send the bill to usfor
payment. Chapter 7, Section 2.1 tells how to ask usto pay our share of the cost.

SECTION 3 Fill your prescription at a network pharmacy or
through the plan’s mail-order service

| Section 3.1 To have your prescription covered, use a network pharmacy

In most cases, your prescriptions are covered only if they arefilled at the plan’s network
pharmacies. (See Section 3.5 for information about when we would cover prescriptionsfilled
at out-of-network pharmacies.)

A network pharmacy is a pharmacy that has a contract with the plan to provide your covered
prescription drugs. The term “covered drugs’ means all of the Part D prescription drugs that are
covered by the plan.

Preferred Pharmacies are pharmacies in our network where the plan has negotiated lower cost-
sharing for members for covered drugs than at Other Network Pharmacies. However, you will
still have access to lower drug prices at these Other Network Pharmacies than at out-of-network
pharmacies. Y ou may go to either of these types of network pharmacies to receive your covered
prescription drugs. However, members that use Other Network Pharmacies won't be able to take
advantage of the negotiated lower cost-sharing that would be available to them at Preferred
Pharmacies.

Section 3.2 Finding network pharmacies

How do you find a network pharmacy in your area?

To find anetwork pharmacy, you can look in your Pharmacy Directory, visit our website
(Pharmacy section of blueshieldca.com), or call Member Services (phone numbers are on the
cover). Choose whatever is easiest for you.

Y ou may go to any of our network pharmacies. If you switch from one network pharmacy to
another, and you need arefill of adrug you have been taking, you can ask to either have a new
prescription written by a doctor or to have your prescription transferred to your new network
pharmacy.

What if the pharmacy you have been using leaves the network?
If the pharmacy you have been using leaves the plan’s network, you will have to find a new

pharmacy that isin the network. To find another network pharmacy in your area, you can get
help from Member Services (phone numbers are on the cover) or use the Pharmacy Directory.
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What if you need a specialized pharmacy?

Sometimes prescriptions must be filled at a specialized pharmacy. Specialized pharmacies
include:

e Pharmaciesthat supply drugs for home infusion therapy.

e Pharmacies that supply drugs for residents of along-term-care facility. Usually, a
long-term care facility (such as anursing home) has its own pharmacy. Residents may
get prescription drugs through the facility’ s pharmacy aslong asit is part of our
network. If your long-term care pharmacy is not in our network, please contact
Member Services.

e Pharmaciesthat serve the Indian Health Service/ Tribal / Urban Indian Health
Program (not available in Puerto Rico). Except in emergencies, only Native
Americans or Alaska Natives have access to these pharmacies in our network.

e Pharmaciesthat dispense certain drugs that are restricted by the FDA to certain
locations, require extraordinary handling, provider coordination, or education on its
use. (Note: This scenario should happen rarely.)

To locate a specialized pharmacy, look in your Pharmacy Directory or call Member Services.

Section 3.3 Using the plan’s network mail service pharmacy

For certain kinds of drugs, you can use the plan’s network mail service pharmacy. Generaly, the
drugs available through mail order are drugs that you take on aregular basis, for a chronic or
long-term medical condition. The drugs available through our plan’s network mail service
pharmacy are marked as mail service drugsin our Drug List.

Our plan’s mail service pharmacy requires you to order at least a 60-day supply of the drug
and no more than a 90-day supply.

To get order forms and information about filling your prescriptions by mail, please call Member
Services at the number listed in Section 1. If you use a mail service pharmacy not in the plan’s
network, your prescription will not be covered.

Usually amail service pharmacy order will get to you in no more than 14 days. However,
sometimes your mail service prescription may be delayed. If you receive notification that there
may be a delay in the shipment of your prescription, at no fault of your own, by the mail service
pharmacy, please contact Member Services at 1-800-776-4466 (TTY/TDD users should call
1-800-794-1099), 7 am. to 8 p.m., seven daysaweek. A Blue Shield representative will assist
you in obtaining a sufficient supply of medication from alocal participating retail pharmacy, so
you are not without medication until your mail service medication arrives. Thismay require
contacting your physician to have him/her phone or fax a new prescription to the retail pharmacy
for the necessary quantity of medication needed until you receive your mail service medication.
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If the delay is greater than 14 days from the date the prescription was ordered from the mail
service pharmacy and the delay is due to aloss of medication in the mail system, Member
Services can coordinate a replacement order with the mail service pharmacy.

| Section 3.4 How can you get a long-term supply of drugs?

When you get along-term supply of drugs, your cost sharing may be lower. The plan offerstwo
ways to get along-term supply of mail service drugs on our plan’s Drug List. (Mail service drugs
are drugs that you take on aregular basis, for a chronic or long-term medical condition.)

1. Someretail pharmaciesin our network allow you to get along-term supply of mail
service drugs. Some of these retail pharmacies may agree to accept the mail service cost-
sharing amount for along-term supply of mail service drugs. Other retail pharmacies may
not agree to accept the mail service cost-sharing amounts for along-term supply of mail
service drugs. In this case you will be responsible for the differencein price. Y our
Pharmacy Directory tells you which pharmacies in our network can give you along-term
supply of mail service drugs. Y ou can aso call Member Services for more information.

2. For certain kinds of drugs, you can use the plan’s network mail service phar macy.
These drugs are marked as mail service drugs on our plan’s Drug List. Our plan’s malil
service pharmacy requires you to order at least a 60-day supply of the drug and no more
than a 90-day supply. See Section 3.3 for more information about using our mail-order
services.

Section 3.5 When can you use a pharmacy that is not in the plan’s
network?

Your prescription may be covered in certain situations

We have network pharmacies outside of our service area where you can get your prescriptions
filled as amember of our plan. Generally, we cover drugsfilled at an out-of-network pharmacy
only when you are not able to use a network pharmacy. Here are the circumstances when we
would cover prescriptionsfilled at an out-of-network pharmacy:
e |f you are unable to get a covered drug in atimely manner within our service area
because there are no network pharmacies within areasonable driving distance that
provide 24-hour service.

e |f you aretrying to fill acovered prescription drug that is not regularly stocked at an
eligible network retail or mail service pharmacy (these drugs include orphan drugs, high
cost and unique drugs or other speciaty pharmaceuticals).

e Some vaccines administered in your physician’s office that are not covered under
Medicare Part B and can not reasonably be obtained at a network pharmacy may be
covered under our out-of-network access.
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Prescriptionsfilled at out-of-network pharmacies are limited to a 30-day supply of covered
medications.

In these situations, please check first with Member Servicesto seeif thereis anetwork
pharmacy nearby.

How do you ask for reimbursement from the plan?

If you must use an out-of-network pharmacy, you will generally have to pay the full cost (rather
than paying your normal share of the cost) when you fill your prescription. Y ou can ask usto
reimburse you for our share of the cost. (Chapter 7, Section 2.1 explains how to ask the plan to
pay you back.)

SECTION 4 Your drugs need to be on the plan’s “Drug List”

| Section 4.1 The “Drug List” tells which Part D drugs are covered

The plan hasa“List of Covered Drugs (Formulary).” In this Evidence of Coverage, we call it
the“Drug List” for short.

The drugs on thislist are selected by the plan with the help of ateam of doctors and pharmacists.
The list must meet requirements set by Medicare. Medicare has approved the plan’s Drug List.

We will generally cover adrug on the plan’s Drug List as long as you follow the other coverage
rules explained in this chapter and the drug is medically necessary, meaning reasonable and
necessary for treatment of your injury or illness. It also needs to be an accepted treatment for
your medical condition.

The Drug List includes both brand name and generic drugs

A generic drug is a prescription drug that has the same active ingredients as the brand name drug.
It works just as well as the brand name drug, but it costs less. There are generic drug substitutes
available for many brand name drugs.

What is not on the Drug list?

The plan does not cover all prescription drugs.

e |n some cases, the law does not allow any Medicare plan to cover certain types of
drugs (for more information about this, see Section 8.1 in this chapter).

¢ Inother cases, we have decided not to include a particular drug on the Drug List.
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| Section 4.2 There are five “cost-sharing tiers” for drugs on the Drug List

Every drug on the plan’s Drug List isin one of five cost-sharing tiers. In general, the higher the
cost-sharing tier, the higher your cost for the drug:

e Tier 1includes Preferred Generic Drugs (lowest cost-sharing tier)
Tier 2 includes Preferred Brand Drugs
Tier 3 includes Non-Preferred Brand Drugs

Tier 4 includes Injectable Drugs
Tier 5 includes Speciaty Drugs (highest cost-sharing tier)

To find out which cost-sharing tier your drug isin, look it up in the plan’s Drug List.

The amount you pay for drugsin each cost-sharing tier is shown in Chapter 6 (What you pay for
your Part D prescription drugs).

Section 4.3 How can you find out if a specific drug is on the Drug List?

Y ou have three ways to find out:
1. Check the most recent Drug List we sent you in the mail.

2. Visit the plan’s website (Pharmacy section of blueshieldca.com). The Drug List
on the website is always the most current.

3. Cal Member Servicesto find out if a particular drug is on the plan’s Drug List or
to ask for a copy of the list. Phone numbers for Member Services are on the front

cover.
SECTION 5 There are restrictions on coverage for some drugs
| Section 5.1 Why do some drugs have restrictions?

For certain prescription drugs, special rules restrict how and when the plan covers them. A team
of doctors and pharmacists developed these rules to help our members use drugs in the most
effective ways. These special rules also help control overall drug costs, which keeps your drug
coverage more affordable.

In general, our rules encourage you get a drug that works for your medical condition and is safe.
Whenever a safe, lower-cost drug will work medically just as well as a higher-cost drug, the
plan’srules are designed to encourage you and your doctor or other prescriber to use that lower-
cost option. We a'so need to comply with Medicare' s rules and regulations for drug coverage and
cost sharing.
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| Section 5.2 What kinds of restrictions?

Our plan uses different types of restrictions to help our members use drugs in the most effective
ways. The sections below tell you more about the types of restrictions we use for certain drugs.

Restricting brand name drugs when a generic version is available

A “generic” drug works the same as a brand name drug, but usually costs less. When a generic
version of a brand namedrug isavailable, our network pharmacieswill provide you the
generic version. We usually will not cover the brand name drug when a generic version is
available. However, if your doctor has told us the medical reason that the generic drug will not
work for you, then we will cover the brand name drug. (Y our share of the cost may be greater for
the brand name drug than for the generic drug.)

Getting plan approval in advance

For certain drugs, you or your doctor need to get approval from the plan before we will agree to
cover the drug for you. Thisiscalled “prior authorization.” Sometimes plan approval is required
SO we can be sure that your drug is covered by Medicare rules. Sometimes the requirement for
getting approval in advance helps guide appropriate use of certain drugs. If you do not get this
approval, your drug might not be covered by the plan.

Trying a different drug first

This requirement encourages you to try safer or more effective drugs before the plan covers
another drug. For example, if Drug A and Drug B treat the same medical condition, the plan may
require you to try Drug A first. If Drug A does not work for you, the plan will then cover Drug
B. Thisrequirement to try a different drug first iscalled “ Step Therapy.”

Quantity limits

For certain drugs, we limit the amount of the drug that you can have. For example, the plan
might limit how many refills you can get, or how much of adrug you can get each time you fill
your prescription. For example, if it is normally considered safe to take only one pill per day for
acertain drug, we may limit coverage for your prescription to no more than one pill per day.

| Section 5.3 Do any of these restrictions apply to your drugs?

The plan’s Drug List includes information about the restrictions described above. To find out if
any of these restrictions apply to a drug you take or want to take, check the Drug List. For the
most up-to-date information, call Member Services (phone numbers are on the front cover) or
check our website (Pharmacy section of blueshieldca.com).
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SECTION 6 What if one of your drugs is not covered in the way

you’'d like it to be covered?

Section 6.1 There are things you can do if your drug is not covered in the

way you’d like it to be covered

Suppose there is a prescription drug you are currently taking, or one that you and your doctor
think you should be taking. We hope that your drug coverage will work well for you, but it's
possible that you might have a problem. For example:

What if thedrug you want to takeis not covered by the plan? For example, the drug
might not be covered at all. Or maybe a generic version of the drug is covered but the
brand name version you want to take is not covered.

What if thedrug iscovered, but thereare extrarulesor restrictions on coverage for
that drug? Asexplained in Section 5, some of the drugs covered by the plan have extra
rulesto restrict their use. For example, you might be required to try a different drug first,
to seeif it will work, before the drug you want to take will be covered for you. Or there
might be limits on what amount of the drug (number of pills, etc.) is covered during a
particular time period.

What if thedrugiscovered, but it isin a cost-sharing tier that makes your cost
sharing mor e expensive than you think it should be? The plan puts each covered drug
into one of four different cost-sharing tiers. How much you pay for your prescription
dependsin part on which cost-sharing tier your drug isin.

There are things you can do if your drug is not covered in the way that you'd like it to be
covered. Y our options depend on what type of problem you have:

If your drug is not on the Drug List or if your drug is restricted, go to Section 6.2 to learn
what you can do.

If your drug isin a cost-sharing tier that makes your cost more expensive than you think
it should be, go to Section 6.3 to learn what you can do.

Section 6.2 What can you do if your drug is not on the Drug List or if the

drug is restricted in some way?

If your drug is not on the Drug List or is restricted, here are things you can do:

Y ou may be able to get atemporary supply of the drug (only membersin certain
situations can get atemporary supply). Thiswill give you and your doctor time to change
to another drug or to file an exception.

Y ou can change to another drug.
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e You can request an exception and ask the plan to cover the drug or remove restrictions
from the drug.

You may be able to get a temporary supply

Under certain circumstances, the plan can offer atemporary supply of adrug to you when your
drug is not on the Drug List or when it is restricted in some way. Doing this gives you time to
talk with your doctor about the change in coverage and figure out what to do.

To be éigible for atemporary supply, you must meet the two requirements below:

1. The changeto your drug coverage must be one of the following types of changes:
e Thedrug you have been taking isno longer on the plan’sDrug List.

e -- Or -- the drug you have been taking is now restricted in some way (Section 5 in this
chapter tells about restrictions).

2. You must bein one of the situations described below:

e For those memberswho werein theplan last year and aren’t in along-term care
facility:

We will cover atemporary supply of your drug one time only during the first 90 days
of the calendar year. Thistemporary supply will be for a maximum of 30 days, or lessif
your prescription iswritten for fewer days. The prescription must be filled at a network
pharmacy.

e For those memberswho are new to the plan and aren’t in along-term car e facility:

We will cover atemporary supply of your drug one time only during the first 90 days
of your member ship in the plan. Thistemporary supply will be for a maximum of 30
days, or lessif your prescription is written for fewer days. The prescription must be filled
at anetwork pharmacy.

e For those who are a new member, and aresident in along-term care facility:

We will cover atemporary supply of your drug during thefirst 90 days of your
member ship in the plan. The first supply will be for a maximum of 34 days, or lessif
your prescription iswritten for fewer days. If needed, we will cover additional refills
during your first 90 daysin the plan.

e For those who have been a member of the plan for morethan 90 daysand area
resident of along-term car e facility and need a supply right away:
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We will cover one 34 days supply, or lessif your prescription iswritten for fewer days.
Thisisin addition to the above long-term care transition supply.

To ask for atemporary supply, call Member Services (phone numbers are on the front cover).

During the time when you are getting a temporary supply of adrug, you should talk with your
doctor to decide what to do when your temporary supply runs out. Perhaps there is a different
drug covered by the plan that might work just as well for you. Or you and your doctor can ask
the plan to make an exception for you and cover the drug in the way you would like it to be
covered. The sections below tell you more about these options.

You can change to another drug

Start by talking with your doctor. Perhaps there is a different drug covered by the plan that might
work just aswell for you. Y ou can call Member Servicesto ask for alist of covered drugs that
treat the same medical condition. Thislist can help your doctor to find a covered drug that might
work for you.

You can file an exception

Y ou and your doctor or other prescriber can ask the plan to make an exception for you and cover
the drug in the way you would like it to be covered. If your doctor or other prescriber says that
you have medical reasons that justify asking us for an exception, your doctor or other prescriber
can help you request an exception to the rule. For example, you can ask the plan to cover adrug
even though it is not on the plan’s Drug List. Or you can ask the plan to make an exception and
cover the drug without restrictions.

If you are a current member and a drug you are taking will be removed from the formulary or
restricted in some way for next year, we will allow you to request aformulary exception in
advance for next year. We will tell you about any change in the coverage for your drug for the
following year. Y ou can then ask us to make an exception and cover the drug in the way you
would like it to be covered for the following year. We will give you an answer to your request
for an exception before the change takes effect.

If you and your doctor or other prescriber want to ask for an exception, Chapter 9, Section 6.2
tellswhat to do. It explains the procedures and deadlines that have been set by Medicare to make
sure your request is handled promptly and fairly.

Section 6.3 What can you do if your drug is in a cost-sharing tier you think
is too high?

If your drug isin a cost-sharing tier you think is too high, here are things you can do:

You can change to another drug
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Start by talking with your doctor or other prescriber. Perhaps there is a different drug in alower
cost-sharing tier that might work just as well for you. Y ou can call Member Servicesto ask for a
list of covered drugs that treat the same medical condition. Thislist can help your doctor to find
acovered drug that might work for you.

You can file an exception

Y ou and your doctor or other prescriber can ask the plan to make an exception in the cost-
sharing tier for the drug so that you pay less for the drug. If your doctor or other prescriber says
that you have medical reasons that justify asking us for an exception, your doctor or other
prescriber can help you request an exception to the rule.

If you and your doctor or other prescriber want to ask for an exception, Chapter 9, Section 6.2
tellswhat to do. It explains the procedures and deadlines that have been set by Medicare to make
sure your request is handled promptly and fairly.

SECTION 7 What if your coverage changes for one of your
drugs?

| Section 7.1 The Drug List can change during the year

Most of the changesin drug coverage happen at the beginning of each year (January 1).
However, during the year, the plan might make many kinds of changes to the Drug List. For
example, the plan might:

e Add or removedrugsfrom the Drug List. New drugs become available,
including new generic drugs. Perhaps the government has given approval to anew
use for an existing drug. Sometimes, a drug gets recalled and we decide not to
cover it. Or we might remove a drug from the list because it has been found to be
ineffective.

e Moveadrugtoahigher or lower cost-sharingtier.

e Add or remove arestriction on coverage for a drug (for more information
about restrictions to coverage, see Section 5 in this chapter).

e Replaceabrand namedrug with a generic drug.

In almost all cases, we must get approval from Medicare for changes we make to the plan’s Drug
List.

Section 7.2 What happens if coverage changes for a drug you are taking? |

How will you find out if your drug’s coverage has been changed?
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If there is a change to coverage for a drug you are taking, the plan will send you a notice
to tell you. Normally, we will let you know at least 60 days ahead of time.

Oncein awhile, adrugissuddenly recalled because it’s been found to be unsafe or for
other reasons. If this happens, the plan will immediately remove the drug from the Drug
List. Wewill let you know of this change right away. Y our doctor will also know about
this change, and can work with you to find another drug for your condition.

Do changes to your drug coverage affect you right away?

If any of the following types of changes affect a drug you are taking, the change will not
affect you until January 1 of the next year if you stay in the plan:

e |f we move your drug into a higher cost-sharing tier.
e |f we put anew restriction on your use of the drug.

e |f weremove your drug from the Drug List, but not because of a sudden recall or
because a new generic drug has replaced it.

If any of these changes happens for adrug you are taking, then the change won't affect
your use or what you pay as your share of the cost until January 1 of the next year. Until
that date, you probably won't see any increase in your payments or any added restriction
to your use of the drug. However, on January 1 of the next year, the changes will affect
you.

In some cases, you will be affected by the coverage change before January 1:

e |[f abrand namedrugyou aretakingisreplaced by a new generic drug, the
plan must give you at least 60 days notice or give you a 60-day refill of your
brand name drug at a network pharmacy.

o During this 60-day period, you should be working with your doctor to
switch to the generic or to a different drug that we cover.

o Oryou and your doctor or other prescriber can ask the plan to make an
exception and continue to cover the brand name drug for you. For
information on how to ask for an exception, see Chapter 9 (What to do if
you have a problem or complaint).

e Again, if adrugissuddenly recalled becauseit’'s been found to be unsafe or for
other reasons, the plan will immediately remove the drug from the Drug List. We
will let you know of this change right away.

o Your doctor will aso know about this change, and can work with you to
find another drug for your condition.

82
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SECTION 8 What types of drugs are not covered by the plan?

| Section 8.1 Types of drugs we do not cover

This section tells you what kinds of prescription drugs are “excluded.” This means Medicare
does not pay for these drugs.

If you get drugs that are excluded, you must pay for them yourself. We won't pay for the drugs
that are listed in this section (unless our plan covers certain excluded drugs). The only exception:
If the requested drug is found upon appeal to be a drug that is not excluded under Part D and we
should have paid for or covered because of your specific situation. (For information about
appealing a decision we have made to not cover adrug, go to Chapter 9, Section 6.5 in this
booklet.)

Here are three general rules about drugs that Medicare drug plans will not cover under Part D:

e Our plan’s Part D drug coverage cannot cover a drug that would be covered under
Medicare Part A or Part B.

e Our plan cannot cover adrug purchased outside the United States and its territories.

e Our plan usually cannot cover off-label use. “Off-label use” is any use of the drug other
than those indicated on a drug’ s label as approved by the Food and Drug Administration.

o Generally, coverage for “off-label use” isallowed only when the useis supported
by certain reference books. These reference books are the American Hospital
Formulary Service Drug Information, the DRUGDEX Information System, and
the USPDI or its successor. If the use is not supported by any of these reference
books, then our plan cannot cover its “ off-label use.”

Also, by law, these categories of drugs are not covered by Medicare drug plans unless we offer
enhanced drug coverage, for which you may be charged additional premium:

e Non-prescription drugs (also called over-the-counter drugs)

e Drugswhen used to promote fertility

e Drugswhen used for the relief of cough or cold symptoms

e Drugswhen used for cosmetic purposes or to promote hair growth

e Prescription vitamins and mineral products, except prenatal vitamins and fluoride
preparations

e Drugswhen used for the treatment of sexual or erectile dysfunction, such as Viagra,
Cidlis, Levitra, and Caverject

e Drugswhen used for treatment of anorexia, weight loss, or weight gain
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e Outpatient drugs for which the manufacturer seeks to require that associated tests or
monitoring services be purchased exclusively from the manufacturer as a condition of
sale

e Barbiturates and Benzodiazepines

We offer additional coverage of some prescription drugs not normally covered in a Medicare
Prescription Drug Plan. These drugs are noted in the plan formulary. The amount you pay when
you fill a prescription for these drugs does not count towards qualifying you for the Catastrophic
Coverage Stage. (The Catastrophic Coverage Stage is described in Chapter 6, Section 7 of this
booklet.)

In addition, if you arereceiving Extra Help from Medicare to pay for your prescriptions, the
Extra Help program will not pay for the drugs not normally covered by a Medicare drug plan.
(Please refer to your formulary or call Member Services for more information.) However, your
state Medicaid program may cover some prescription drugs not normally covered in aMedicare
drug plan. Please contact your state Medicaid program to determine what drug coverage may be
available to you. (Y ou can find phone numbers and contact information for Medicaid in Chapter
2, Section 6.)

SECTION 9 Show your Blue Shield 65 Plus member identification
card when you fill a prescription

| Section 9.1 Show your Blue Shield 65 Plus member identification card

To fill your prescription, show your Blue Shield 65 Plus member 1D card at the network
pharmacy you choose. When you show your plan member ID card, the network pharmacy will
automatically bill the plan for our share of your covered prescription drug cost. Y ou will need
to pay the pharmacy your share of the cost when you pick up your prescription.

Section 9.2 What if you don’t have your Blue Shield 65 Plus member
identification card with you?

If you don’t have your Blue Shield 65 Plus member 1D card with you when you fill your
prescription, ask the pharmacy to call the plan to get the necessary information.

If the pharmacy is not able to get the necessary information, you may haveto pay the full cost
of the prescription when you pick it up. (Y ou can then ask usto reimbur se you for our share.
See Chapter 7, Section 2.1 for information about how to ask the plan for reimbursement.)
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SECTION 10 Part D drug coverage in special situations

Section 10.1 What if you're in a hospital or a skilled nursing facility for a
stay that is covered by the plan?

If you are admitted to a hospital or to a skilled nursing facility for astay covered by the plan, we
will generally cover the cost of your prescription drugs during your stay. Once you leave the
hospital or skilled nursing facility, the plan will cover your drugs as long as the drugs meet all of
our rules for coverage. See the previous parts of this section that tell about the rules for getting
drug coverage. Chapter 6 (What you pay for your Part D prescription drugs) gives more
information about drug coverage and what you pay.

Please Note: When you enter, livein, or leave a skilled nursing facility, you are entitled to a
specia enrollment period. During this time period, you can switch plans or change your coverage
at any time. (Chapter 10, Ending your membership in the plan, tells how you can leave our plan
and join adifferent Medicare plan.)

| Section 10.2 What if you're aresident in a long-term care facility?

Usually, along-term care facility (such as a nursing home) has its own pharmacy, or a pharmacy
that suppliesdrugs for al of itsresidents. If you are aresident of along-term care facility, you
may get your prescription drugs through the facility’ s pharmacy aslong asit is part of our
network.

Check your Pharmacy Directory to find out if your long-term care facility’ s pharmacy is part of
our network. If it isn't, or if you need more information, please contact Member Services.

What if you're aresident in a long-term care
facility and become a new member of the plan?

If you need adrug that is not on our Drug List or isrestricted in some way, the plan will cover a
temporary supply of your drug during the first 90 days of your membership. The first supply
will be for amaximum of 34 days, or lessif your prescription iswritten for fewer days. If
needed, we will cover additional refills during your first 90 daysin the plan.

If you have been a member of the plan for more than 90 days and need a drug that is not on our
Drug List or if the plan has any restriction on the drug’ s coverage, we will cover one 34-day
supply, or lessif your prescription iswritten for fewer days.

During the time when you are getting a temporary supply of adrug, you should talk with your
doctor or other prescriber to decide what to do when your temporary supply runs out. Perhaps
there isadifferent drug covered by the plan that might work just as well for you. Or you and
your doctor can ask the plan to make an exception for you and cover the drug in the way you
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would like it to be covered. If you and your doctor want to ask for an exception, Chapter 9,
Section 6.2 tells what to do.

Section 10.3 What if you're also getting drug coverage from an employer or
retiree group plan?

Do you currently have other prescription drug coverage through your (or your spouse’s)
employer or retiree group? If so, please contact that group’s benefitsadministrator. He or
she can help you determine how your current prescription drug coverage will work with our
plan.

In general, if you are currently employed, the prescription drug coverage you get from us will be
secondary to your employer or retiree group coverage. That means your group coverage would

pay first.

Special note about ‘creditable coverage’:

Each year your employer or retiree group should send you a notice by November 15 that tellsif
your prescription drug coverage for the next calendar year is “creditable” and the choices you
have for drug coverage.

If the coverage from the group plan is “creditable,” it means that it has drug coverage that pays,
on average, at least as much as Medicare' s standard drug coverage.

K eep these notices about creditable cover age, because you may need them later. If you enroll
in aMedicare plan that includes Part D drug coverage, you may need these notices to show that
you have maintained creditable coverage. If you didn’t get a notice about creditable coverage
from your employer or retiree group plan, you can get a copy from your employer or retiree
plan’s benefits administrator or the employer or union.

SECTION 11 Programs on drug safety and managing medications

| Section 11.1 Programs to help members use drugs safely

We conduct drug use reviews for our members to help make sure that they are getting safe and
appropriate care. These reviews are especially important for members who have more than one
provider who prescribes their drugs.

We do areview each time you fill a prescription. We also review our records on aregular basis.
During these reviews, we look for potential problems such as:
e Possible medication errors.

e Drugsthat may not be necessary because you are taking another drug to treat the same
medical condition.
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e Drugsthat may not be safe or appropriate because of your age or gender.

e Certain combinations of drugs that could harm you if taken at the same time.
e Prescriptions written for drugs that have ingredients you are alergic to.

e Possible errorsin the amount (dosage) of adrug you are taking.

If we see a possible problem in your use of medications, we will work with your doctor to
correct the problem.

Section 11.2 Programs to help members manage their medications

We have programs that can help our members with specia situations. For example, some
members have several complex medical conditions or they may need to take many drugs at the
sametime, or they could have very high drug costs.

These programs are voluntary and free to members. A team of pharmacists and doctors
developed the programs for us. The programs can help make sure that our members are using the
drugs that work best to treat their medical conditions and help us identify possible medication
errors.

If we have a program that fits your needs, we will automatically enroll you in the program and
send you information. If you decide not to participate, please notify us and we will withdraw
your participation in the program.
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Chapter 6. What you pay for your Part D prescription drugs
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SECTION 6

What you pay for vaccinations depends on how and where

YOU get them .o

Section 6.1  Our plan has separate coverage for the vaccine medication itself and

for the cost of giving you the vaccination shot ..............ccceeevveiecciecenee,

Section 6.2  You may want to call usat Member Services before you get a

V2= ol 1 (o] PSR PRRN

SECTION 7 Do you have to pay the Part D “late enrollment penalty”?.........
Section 7.1  What isthe Part D “late enrollment penalty” ?.........ccccevveveveeievceenieenene
Section 7.2  How much isthe Part D late enrollment penalty?........cccccceveeveveenieennene.

Section 7.3 In some situations, you can enroll late and not have to pay the penalty

Section 7.4

?

Did you know there are programs to help people pay for
their drugs?

There are programs to help people with limited resources pay for their
drugs. Theseinclude “ Extra Help” and State Pharmaceutical Assistance
Programs. For more information, see Chapter 2, Section 7.

Are you currently getting help to pay for your drugs?

If you arein aprogram that helps pay for your drugs, some infor mation
in this Evidence of Coverage may not apply to you. We will send you
the “Evidence of Coverage Rider for People Who Get Extra Help Paying
for Prescription Drugs’ (Low Income Subsidy Rider), that tells you about
your drug coverage. If you don’'t get this mailing, please call Member
Services and ask for the “Evidence of Coverage Rider for People Who
Get ExtraHelp Paying for Prescription Drugs’ (LIS Rider). Phone
numbers for Member Services are on the front cover.

What can you do if you disagree about your late enrollment penalty?.....

89

... 103

..... 103

..... 103

..... 105



2011 Evidence of Coverage for Blue Shield 65 Plus

Chapter 6: What you pay for your Part D prescription drugs 90
SECTION 1 Introduction
Section 1.1 Use this chapter together with other materials that explain

your drug coverage

This chapter focuses on what you pay for your Part D prescription drugs. To keep things simple,
we use “drug” in this chapter to mean aPart D prescription drug. As explained in Chapter 5,
some drugs are covered under Original Medicare or are excluded by law.

To understand the payment information we give you in this chapter, you need to know the basics
of what drugs are covered, where to fill your prescriptions, and what rules to follow when you
get your covered drugs. Here are materials that explain these basics:

e Theplan’sList of Covered Drugs (Formulary). To keep things ssmple, we call thisthe
“Drug List.”

o ThisDrug List tells which drugs are covered for you.

o Itasotellswhich of the five “cost-sharing tiers’ the drug isin and whether there
are any restrictions on your coverage for the drug.

o If you need acopy of the Drug List, call Member Services (phone numbers are on
the cover of this booklet). Y ou can also find the Drug List on our website at
www . blueshi el dca.com/bsc/medi carepartdpl ans/formulary/home.jhtml. The Drug
List on the website is always the most current.

e Chapter 5 of thisbooklet. Chapter 5 gives the detail s about your prescription drug
coverage, including rules you need to follow when you get your covered drugs. Chapter 5
also tells which types of prescription drugs are not covered by our plan.

e The plan’s Pharmacy Directory. In most situations you must use a network pharmacy to
get your covered drugs (see Chapter 5 for the details). The Pharmacy Directory hasalist
of pharmaciesin the plan’s network and it tells how you can use the plan’s mail-order
service to get certain types of drugs. It also explains how you can get along-term supply
of adrug (such asfilling a prescription for athree month’s supply).

SECTION 2 What you pay for a drug depends on which “drug
payment stage” you are in when you get the drug

| Section 2.1 What are the two drug payment stages?

As shown in the table below, there are two “drug payment stages” for your prescription drug
coverage. How much you pay for a drug depends on which of these stagesyou arein at the
time you get a prescription filled or refilled. Keep in mind you are a\ways responsible for the
plan’s monthly premium regardless of the drug payment stage.
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Stage 1 Stage 2
Initial Coverage Stage Catastrophic Coverage Stage

The plan paysits share of the cost of Once you have paid enough for your
your drugs and you pay your share of | drugsto move on to thislast payment

the cost. stage, the plan will pay most of the
cost of your drugs for the rest of the

Y ou stay in this stage until your year.

payments for the year plusthe plan’s

payments total $4,550. (Details arein Section 5 of this
chapter.)

(Details arein Section 4 of this
chapter.)

As shown in this summary of the two payment stages, whether you move on to the next payment
stage depends on how much you and/or the plans spend for your drugs while you are in each
stage.

SECTION 3 We send you reports that explain payments for your
drugs and which payment stage you are in

Section 3.1 We send you a monthly report called the “Explanation of
Benefits”

Our plan keepstrack of the costs of your prescription drugs and the payments you have made
when you get your prescriptions filled or refilled at the pharmacy. This way, we can tell you
when you have moved from one drug payment stage to the next. In particular, there are two types
of costs we keep track of:

o We keep track of how much you have paid. Thisis called your “out-of-pocket” cost.
e Wekeep track of your “total drug costs.” Thisis the amount you pay out-of-pocket
or others pay on your behalf plus the amount paid by the plan.
Our plan will prepare awritten report called the Explanation of Benefits (it is sometimes called
the “EOB”) when you have had one or more prescriptions filled. It includes:

e Information for that month. This report gives the payment details about the
prescriptions you have filled during the previous month. It shows the total drug costs,
what the plan paid, and what you and others on your behalf paid.

e Totalsfor theyear since January 1. Thisiscaled “year-to-date” information. It shows
you the total drug costs and total payments for your drugs since the year began.
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Section 3.2 Help us keep our information about your drug payments up to
date

To keep track of your drug costs and the payments you make for drugs, we use records we get
from pharmacies. Here is how you can help us keep your information correct and up to date:

Show your Blue Shield 65 Plus member 1D card when you get a prescription filled.
To make sure we know about the prescriptions you are filling and what you are paying,
show your Blue Shield 65 Plus member 1D card every time you get a prescription filled.

M ake sure we have the information we need. There are times you may pay for
prescription drugs when we will not automatically get the information we need. To help
us keep track of your out-of-pocket costs, you may give us copies of receipts for drugs
that you have purchased. (If you are billed for a covered drug, you can ask our plan to
pay our share of the cost. For instructions on how to do this, go to Chapter 7, Section 2 of
this booklet.) Here are some types of situations when you may want to give us copies of
your drug receipts to be sure we have a complete record of what you have spent for your
drugs:

o When you purchase a covered drug at a network pharmacy at a special price or
using a discount card that is not part of our plan’s benefit.

o When you made a copayment for drugs that are provided under a drug
manufacturer patient assistance program.

o Any time you have purchased covered drugs at out-of-network pharmacies or
other times you have paid the full price for a covered drug under special
circumstances.

Send usinformation about the payments other s have made for you. Payments made
by certain other individuals and organizations also count toward your out-of-pocket costs
and help qualify you for catastrophic coverage. For example, payments made by a State
Pharmaceutical Assistance Program, an AIDS drug assistance program, the Indian Health
Service, and most charities count toward your out-of-pocket costs. Y ou should keep a
record of these payments and send them to us so we can track your costs.

Check thewritten report we send you. When you receive an Explanation of Benefitsin
the mail, please look it over to be sure the information is complete and correct. If you
think something is missing from the report, or you have any questions, please call us at
Member Services (phone numbers are on the cover of this booklet). Be sure to keep these
reports. They are an important record of your drug expenses.
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SECTION 4 During the Initial Coverage Stage, the plan pays its
share of your drug costs and you pay your share

Section 4.1 What you pay for a drug depends on the drug and where you
fill your prescription

During the Initial Coverage Stage, the plan pays its share of the cost of your covered prescription
drugs, and you pay your share. Y our share of the cost will vary depending on the drug and where
you fill your prescription.

The plan has five cost-sharing tiers
Every drug on the plan’s Drug List isin one of five cost-sharing tiers. In general, the higher the
cost-sharing tier number, the higher your cost for the drug:

e Tier 1includes Preferred Generic Drugs (lowest cost-sharing tier)

e Tier 2includes Preferred Brand Drugs

e Tier 3includes Non-Preferred Brand Drugs

e Tier 4includes Injectable Drugs

o Tier 5includes Specialty Drugs (highest cost-sharing tier)

To find out which cost-sharing tier your drug isin, look it up in the plan’s Drug List.
Your pharmacy choices

How much you pay for a drug depends on whether you get the drug from:
e A preferred pharmacy that isin our plan’s network
e An other network pharmacy
e A pharmacy that is not in the plan’s network
e Theplan’s mail service pharmacy

For more information about these pharmacy choices and filling your prescriptions, see Chapter 5
in this booklet and the plan’s Pharmacy Directory.

Preferred pharmacies are pharmacies in our network where the plan has negotiated lower cost-
sharing for members for covered drugs than at other network pharmacies. However, you will still
have access to lower drug prices at these other network pharmacies than at out-of-network
pharmacies. Y ou may go to either of these types of network pharmacies to receive your covered
prescription drugs.
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Section 4.2 A table that shows your costs for a one-month (30-day) supply
of adrug

During the Initial Coverage Stage, your share of the cost of a covered drug will be either a
copayment or coinsurance.

e “Copayment” meansthat you pay afixed amount each time you fill a prescription.
e “Coinsurance’” means that you pay a percent of the total cost of the drug each time you
fill aprescription.

As shown in the table below, the amount of the copayment or coinsurance depends on which
cost-sharing tier your drug isin.



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 6: What you pay for your Part D prescription drugs

95

Your share of the cost when you get a one-month (30-day) supply (or less) of a covered
Part D prescription drug from:

Out-of-network

pharmacy
Retail The plan’s Network L
mail service  long-term care (COverage s limited

Network h h to certain situations;
Preferred or ~Pharmacy pharmacy see Chapter 5 for
Other details)
Network
pharmacy

C.ost-Sharlng $5 copay Not applicable  $5 copay for a $5 copay

Tier 1 _ for 30-day 34-day supply

(Preferred Generic supply

Drugs)

Clost-Sharlng $15 copay* Not applicable ~ $15 copay for a*  $15 copay*

Tier 2 for 30-day 34-day supply

(Preferred Brand supply

Drugs)

C_OSt'Sha”ng $45 copay Not applicable  $45 copay for a $45 copay

Tier 3 for 30-day 34-day supply

(Non-Preferred supply

Brand Drugs)

C_OSt'Sha”ng $45 copay Not applicable  $45 copay for a $45 copay

T'?r 4 for 30-day 34-day supply

(Injectable Drugs) supply

Cost-Sharing $45 copay Not applicable  $45 copay for a $45 copay

Tier 5
(Specialty Drugs)

for 30-day
supply

34-day supply

* Tier 2 drugs used to treat erectile dysfunction are covered at a coinsurance of 50% of Blue
Shield’ s contracted rate
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Section 4.3 A table that shows your costs for a long-term (up to a 90-day)
supply of adrug

For some drugs, you can get along-term supply (also called an “extended supply”) when you fill
your prescription. This can be up to a 90-day supply. (For details on where and how to get a
long-term supply of adrug, see Chapter 5.)

The table below shows what you pay when you get along-term (up to a 90-day) supply of a
drug.
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Your share of the cost when you get a long-term (up to a 90-day) supply of a covered
Part D prescription drug from:

Retail Network Preferred Other Network pharmacy
Pharmacy or the plan’s
mail service pharmacy

Cost-Sharing $10 copay $15 copay

Tier 1
(Preferred Generic
Drugs)

Cost-Sharing $25 copay $45 copay

Tier 2

(Preferred Brand
Drugs)

Cost-Sharing $75 copay $135 copay

Tier 3
(Non-Preferred Brand
Drugs)

Cost-Sharing $90 copay T $135 copay

Tier 4
(Injectable Drugs)

Cost-Sharing $90 copay $135 copay

Tier 5
(Specialty Drugs)

T Most injectable drugs are not available through mail service. Please see the plan’s formulary
for more information.

* Tier 2 drugs used to treat erectile dysfunction are covered at a coinsurance of 50% of Blue
Shield’ s contracted rate.

Section 4.4 You stay in the Initial Coverage Stage until your total drug
costs for the year reach $4,550

Y ou stay in the Initial Coverage Stage until the total amount for the prescription drugs you have
filled and refilled reaches the $4,550 limit for the Initial Cover age Stage.
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Y our total drug cost is based on adding together what you have paid and what the plan has paid:

e What you have paid for al the covered drugs you have gotten since you started with
your first drug purchase of the year. (See Section 4.5 for more information about how
Medicare calculates your out-of-pocket costs.) This includes:

o Thetotal you paid as your share of the cost for your drugs during the Initial
Coverage Stage.

e What the plan has paid asits share of the cost for your drugs during the Initial
Coverage Stage.

We offer additional coverage on some prescription drugs that are not normally covered in a
Medicare Prescription Drug Plan. Payments made for these drugs will not count towards your
initial coverage limit or total out-of-pocket costs. To find out which drugs our plan covers, refer
to your formulary.

The Explanation of Benefits that we send to you will help you keep track of how much you and
the plan have spent for your drugs during the year. Many people do not reach the $4,550 limit in
ayear.

Wewill let you know if you reach this $4,550 amount. If you do reach this amount, you will
leave the Initial Coverage Stage and move on to the Catastrophic Coverage Stage.

Section 4.5 How Medicare calculates your out-of-pocket costs for
prescription drugs

Here are Medicare’ s rules that we must follow when we keep track of your out-of-pocket costs
for your drugs.
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These payments are included in
your out-of-pocket costs

When you add up your out-of-pocket costs, you can include the payments listed below (as
long asthey are for Part D covered drugs and you followed the rules for drug coverage
that are explained in Chapter 5 of this booklet):

e The amount you pay for drugs when you are in the following drug payment stage:
o Thelnitial Coverage Stage.
e Any payments you made during this calendar year under another Medicare prescription
drug plan before you joined our plan.
It matterswho pays.
¢ |f you make these payments your self, they are included in your out-of-pocket costs.

e These payments are also included if they are made on your behalf by certain other
individuals or organizations. Thisincludes payments for your drugs made by a friend
or relative, by most charities, by AIDS drug assistance programs, by the Indian Health
Service, or by a State Pharmaceutical Assistance Program that is qualified by
Medicare. Payments made by Medicare’s “ExtraHelp” and the Medicare Coverage
Gap Discount Program are also included.

Moving on to the Catastrophic Coverage Stage:

When you (or those paying on your behalf) have spent a total of $4,550 in out-of-pocket
costs within the calendar year, you will move fromthe Initial Coverage Sage to the
Catastrophic Coverage Sage.

These payments are not included
in your out-of-pocket costs

When you add up your out-of-pocket costs, you are not allowed to include any of these
types of payments for prescription drugs:

e The amount you pay CalPERS for your monthly premium.
e Drugsyou buy outside the United States and itsterritories.
e Drugsthat are not covered by our plan.

e Drugsyou get at an out-of-network pharmacy that do not meet the plan’ s requirements
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for out-of-network coverage.

e Non-Part D drugs, including prescription drugs covered by Part A or Part B and other
drugs excluded from coverage by Medicare.

e Payments you make toward prescription drugs not normally covered in aMedicare
Prescription Drug Plan.

e Payments for your drugs that are made by group health plans including employer
health plans.

e Paymentsfor your drugs that are made by certain insurance plans and government-
funded health programs such as TRICARE and the Veteran’s Administration.

e Payments for your drugs made by athird-party with alegal obligation to pay for
prescription costs (for example, Worker’ s Compensation).

Reminder: If any other organization such as the ones listed above pays part or all of your
out-of -pocket costs for drugs, you are required to tell our plan. Call Member Servicesto
let us know (phone numbers are on the cover of this booklet).

How can you keep track of your out-of-pocket total?

o Wewill help you. The Explanation of Benefits report we send to you includes the
current amount of your out-of-pocket costs (Section 3 above tells about this report).
When you reach atotal of $4,550 in out-of-pocket costs for the year, this report will tell
you that you have left the Initial Coverage Stage and have moved on to the Catastrophic
Coverage Stage.

e Make surewe have the information we need. Section 3 above tells what you can do to
help make sure that our records of what you have spent are complete and up to date.

SECTION 5 During the Catastrophic Coverage Stage, the plan
pays most of the cost for your drugs

Section 5.1 Once you are in the Catastrophic Coverage Stage, you will
stay in this stage for the rest of the year

Y ou qualify for the Catastrophic Coverage Stage when your out-of-pocket costs have reached the
$4,550 limit for the calendar year. Once you are in the Catastrophic Coverage Stage, you will
stay in this payment stage until the end of the calendar year.

During this stage, the plan will pay most of the cost for your drugs.
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e Your share of the cost for a covered drug will be either coinsurance or a copayment,
whichever isthe lower amount:

o —either — coinsurance of 5% of the cost of the drug
o —or-— the applicable drug tier copay listed in the tables above
e Our plan paystherest of the cost.

SECTION 6 What you pay for vaccinations depends on how and
where you get them

Section 6.1 Our plan has separate coverage for the vaccine medication
itself and for the cost of giving you the vaccination shot

Our plan provides coverage of anumber of vaccines. There are two parts to our coverage of
vaccinations:

e Thefirst part of coverageisthe cost of the vaccine medication itself. The vaccineisa
prescription medication.

e Thesecond part of coverageis for the cost of giving you the vaccination shot. (Thisis
sometimes called the “administration” of the vaccine.)

What do you pay for a vaccination?
What you pay for a vaccination depends on three things:

1. Thetype of vaccine (what you are being vaccinated for).

o Some vaccines are considered medical benefits. Y ou can find out about your
coverage of these vaccines by going to Chapter 4, Medical Benefits Chart (what is
covered and what you pay).

o Other vaccines are considered Part D drugs. Y ou can find these vaccines listed in
the plan’s List of Covered Drugs.

2. Whereyou get the vaccine medication.

3. Who givesyou the vaccination shot.

What you pay at the time you get the vaccination can vary depending on the circumstances. For
example:

e Sometimes when you get your vaccination shot, you will have to pay the entire cost for
both the vaccine medication and for getting the vaccination shot. Y ou can ask our plan to
pay you back for our share of the cost.
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e Other times, when you get the vaccine medication or the vaccination shot, you will pay
only your share of the cost.

To show how this works, here are three common ways you might get a vaccination shot.

Stuation 1:  You buy the vaccine at the pharmacy and you get your vaccination shot at the
network pharmacy. (Whether you have this choice depends on where you live.
Some states do not allow pharmacies to administer a vaccination.)

e You will have to pay the pharmacy the amount of your copayment for
the vaccine itself.

e Our plan will pay for the cost of giving you the vaccination shot.

Stuation 2: Y ou get the vaccination at your doctor’ s office.

e When you get the vaccination, you will pay for the entire cost of the
vaccine and its administration.

e You can then ask our plan to pay our share of the cost by using the
procedures that are described in Chapter 7 of this booklet (Asking the
plan to pay its share of a bill you have received for medical services or
drugs).

e You will be reimbursed the amount you paid less your normal
copayment for the vaccine (including administration) less any
difference between the amount the doctor charges and what we
normally pay. (If you are in Extra Help, we will reimburse you for this
difference.)

Stuation 3:  You buy the vaccine at your pharmacy, and then take it to your doctor’s office
where they give you the vaccination shot.

e Youwill haveto pay the pharmacy the amount of your copayment for
the vaccine itself.

e When your doctor gives you the vaccination shot, you will pay the
entire cost for this service. Y ou can then ask our plan to pay our share
of the cost by using the procedures described in Chapter 7 of this
booklet.

e You will be reimbursed the amount charged by the doctor for
administering the vaccine less any difference between the amount the
doctor charges and what we normally pay. (If you arein Extra Help,
we will reimburse you for this difference.)
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Section 6.2 You may want to call us at Member Services before you get a
vaccination

The rules for coverage of vaccinations are complicated. We are here to help. We recommend that
you call usfirst at Member Services whenever you are planning to get a vaccination (phone
numbers are on the cover of this booklet).

e We can tell you about how your vaccination is covered by our plan and explain your
share of the cost.

e Wecan tell you how to keep your own cost down by using providers and pharmaciesin
our network.

e If you are not ableto use a network provider and pharmacy, we can tell you what you
need to do to get payment from us for our share of the cost.

SECTION 7 Do you have to pay the Part D “late enrollment
penalty”?

| Section 7.1 What is the Part D “late enrollment penalty”?

You may pay afinancial penalty if you did not enroll in a plan offering Medicare Part D drug
coverage when you first became eligible for this drug coverage or you experienced a continuous
period of 63 days or more when you didn’t keep your prescription drug coverage. The amount of
the penalty depends on how long you waited before you enrolled in drug coverage after you
became €eligible or how many months after 63 days you went without drug coverage.

The penalty is added to your monthly premium. (Members who choose to pay their premium
every three months will have the penalty added to their three-month premium.) When you first
enroll in Blue Shield 65 Plus, we let you know the amount of the penalty.

Y our late enrollment penalty is considered to be part of your plan premium. Contact your
Benefits Administrator for more information on how to pay your late enrollment penalty.

Section 7.2 How much is the Part D late enrollment penalty?

M edicare determines the amount of the penalty. Here is how it works:

e First count the number of full months that you delayed enrolling in a Medicare drug plan,
after you were eligible to enroll. Or count the number of full monthsin which you did not
have credible prescription drug coverage, if the break in coverage was 63 days or more.
The penalty is 1% for every month that you didn’t have creditable coverage. For our
example, let’s say it is 14 months without coverage, which will be 14%.
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Then Medicare determines the amount of the average monthly premium for Medicare
drug plansin the nation from the previous year. For 2010, this average premium amount
was $31.94. This amount may change for 2011.

Y ou multiply together the two numbers to get your monthly penalty and round it to the
nearest 10 cents. In the example here it would be 14% times $31.94, which equals $4.47,
which rounds to $4.50. This amount would be added to the monthly premium for
someone with a late enrollment penalty.

There are three important things to note about this monthly premium penalty:

First, the penalty may change each year, because the average monthly premium can
change each year. If the national average premium (as determined by Medicare)
increases, your penalty will increase.

Second, you will continue to pay a penalty every month for aslong as you are enrolled
in aplan that has Medicare Part D drug benefits.

Third, if you are under 65 and currently receiving Medicare benefits, the late enrollment
penalty will reset when you turn 65. After age 65, your late enrollment penalty will be
based only on the months that you don’t have coverage after your initial enrollment
period for Medicare.

If you are eligible for Medicare and are under 65, any late enrollment penalty you are paying will
be eliminated when you attain age 65. After age 65, your late enrollment penalty is based only
on the months you do not have coverage after your Age 65 Initial Enrollment Period.

Section 7.3 In some situations, you can enroll late and not have to pay the

penalty

Even if you have delayed enrolling in a plan offering Medicare Part D coverage when you were
first eligible, sometimes you do not have to pay the late enrollment penalty.

You will not have to pay a premium penalty for late enrollment if you arein any of these
situations:

Y ou aready have prescription drug coverage at least as good as Medicare' s standard drug
coverage. Medicare calsthis “creditable drug coverage.” Creditable coverage could
include drug coverage from aformer employer or union, TRICARE, or the Department
of Veterans Affairs. Speak with your insurer or your human resources department to find
out if your current drug coverageis as at least as good as Medicare's.

If you were without creditable coverage, you can avoid paying the late enrollment penalty
if you were without it for less than 63 daysin arow.

If you didn’t receive enough information to know whether or not your previous drug
coverage was creditable.
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e Youlivedin an area affected by Hurricane Katrina at the time of the hurricane (August
2005) — and — you signed up for a Medicare prescription drug plan by December 31,
2006 — and — you have stayed in a Medicare prescription drug plan.

e Youarereceiving “ExtraHelp” from Medicare.

Section 7.4 What can you do if you disagree about your late enroliment
penalty?

If you disagree about your late enrollment penalty, you can ask usto review the decision about
your late enrollment penalty. Call Member Services at the number on the front of this booklet to
find out more about how to do this.

Important: Do not stop paying your late enrollment penalty while you’ re waiting for usto
review the decision about your late enrollment penalty. If you do, you could be disenrolled for
failure to pay your plan premiums. Contact your Benefits Administrator for more information.
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SECTION 1 Situations in which you should ask our plan to pay
our share of the cost of your covered services or

drugs

Section 1.1 If you pay our plan’s share of the cost of your covered
services or drugs, or if you receive a bill, you can ask us for
payment

Sometimes when you get medical care or a prescription drug, you may need to pay the full cost
right away. Other times, you may find that you have paid more than you expected under the
coverage rules of the plan. In either case, you can ask our plan to pay you back (paying you back
is often called “reimbursing” you). It is your right to be paid back by our plan whenever you've
paid more than your share of the cost for medical services or drugs that are covered by our plan.

There may also be times when you get a bill from a provider for the full cost of medical care
you have received. In many cases, you should send this bill to usinstead of paying it. We will
look at the bill and decide whether the services should be covered. If we decide they should be
covered, we will pay the provider directly.

Here are examples of situations in which you may need to ask our plan to pay you back or to pay
abill you have received.

1. When you’ve received emergency or urgently needed medical care
from a provider who is not in our plan’s network

Y ou can receive emergency services from any provider, whether or not the provider is a part
of our network. When you receive emergency or urgently needed care from a provider who is
not part of our network, you are only responsible for paying your share of the cost, not for the
entire cost. Y ou should ask the provider to bill the plan for our share of the cost.

e |f you pay the entire amount yourself at the time you receive the care, you need to ask
us to pay you back for our share of the cost. Send us the bill, along with documentation
of any payments you have made.

e Attimesyou may get abill from the provider asking for payment that you think you do
not owe. Send us this bill, aong with documentation of any payments you have already
made.

o If the provider is owed anything, we will pay the provider directly.

o If you have aready paid more than your share of the cost of the service, we will
determine how much you owed and pay you back for our share of the cost.
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2. When a network provider sends you a bill you think you should not pay

Network providers should always bill the plan directly, and ask you only for your share of
the cost. But sometimes they make mistakes, and ask you to pay more than your share.

e Whenever you get a bill from a network provider that you think is more than you
should pay, send us the bill. We will contact the provider directly and resolve the
billing problem.

e |f you have aready paid a bill to a network provider, but you feel that you paid too
much, send us the bill along with documentation of any payment you have made and
ask usto pay you back the difference between the amount you paid and the amount you
owed under the plan.

3. When you use an out-of-network pharmacy to get a prescription filled

If you go to an out-of-network pharmacy and try to use your Blue Shield 65 Plus member 1D
card to fill a prescription, the pharmacy may not be able to submit the claim directly to us.
When that happens, you will have to pay the full cost of your prescription.

e Saveyour receipt and send a copy to us when you ask us to pay you back for our share
of the cost.

4. When you pay the full cost for a prescription because you don’t have
your Blue Shield 65 Plus member identification card with you

If you do not have your Blue Shield 65 Plus member 1D card with you, you can ask the
pharmacy to call the plan or to look up your plan enrollment information. However, if the
pharmacy cannot get the enrollment information they need right away, you may need to pay
the full cost of the prescription yourself.

e Saveyour receipt and send a copy to us when you ask us to pay you back for our share
of the cost.

5. When you pay the full cost for a prescription in other situations

Y ou may pay the full cost of the prescription because you find that the drug is not covered
for some reason.

e For example, the drug may not be on the plan’s List of Covered Drugs (Formulary); or
it could have arequirement or restriction that you didn’t know about or don’t think
should apply to you. If you decide to get the drug immediately, you may need to pay
the full cost for it.

e Saveyour receipt and send a copy to us when you ask usto pay you back. In some
situations, we may need to get more information from your doctor in order to pay you
back for our share of the cost.

All of the examples above are types of coverage decisions. This means that if we deny your
request for payment, you can appeal our decision. Chapter 9 of this booklet (What to do if you
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have a problem or complaint (coverage decisions, appeals, complaints)) has information about
how to make an appeal.

SECTION 2 How to ask us to pay you back or to pay a bill you
have received

| Section 2.1 How and where to send us your request for payment

Send us your request for payment, along with your bill and documentation of any payment you
have made. It's a good idea to make a copy of your bill and receipts for your records.

To make sure you are giving us all the information we need to make a decision, you can fill out
our claim form to make your request for payment.

e Youdon't haveto usetheform, but it’s helpful for our plan to process the information
faster.

e Either download a copy of the form from our website (myhealthplan on
blueshieldca.com) or call Member Services and ask for the form. The phone numbers for
Member Services are on the cover of this booklet.

Mail your request for payment together with any bills or receiptsto us at this address:

e Blue Shield 65 Plus, P.O. Box 927, Woodland Hills, CA 91365-9856

Please be sure to contact Member Servicesif you have any questions. If you don’'t know what
you owe, or you receive bills and you don’t know what to do about those bills, we can help. You
can also call if you want to give us more information about a request for payment you have
already sent to us.

SECTION 3 We will consider your request for payment and say
yes or no

Section 3.1 We check to see whether we should cover the service or drug
and how much we owe

When we receive your request for payment, we will let you know if we need any additional
information from you. Otherwise, we will consider your request and decide whether to pay it and
how much we owe.

e |f wedecide that the medical care or drug is covered and you followed all the rules for
getting the care or drug, we will pay for our share of the cost. If you have already paid for
the service or drug, we will mail your reimbursement of our share of the cost to you. If
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you have not paid for the service or drug yet, we will mail the payment directly to the
provider. (Chapter 3 explains the rules you need to follow for getting your medical
services. Chapter 5 explains the rules you need to follow for getting your Part D
prescription drugs.)

e |f wedecide that the medical care or drug is not covered, or you did not follow all the
rules, we will not pay for our share of the cost. Instead, we will send you a letter that
explains the reasons why we are not sending the payment you have requested and your
rights to appeal that decision.

Section 3.2 If we tell you that we will not pay for the medical care or drug,
you can make an appeal

If you think we have made a mistake in turning you down your request for payment, you can
make an appeal. If you make an appeal, it means you are asking us to change the decision we
made when we turned down your request for payment.

For the details on how to make this appeal, go to Chapter 9 of this booklet (What to do if you
have a problem or complaint (coverage decisions, appeals, complaints)). The appeals processis
alegal process with detailed procedures and important deadlines. If making an appeal is new to
you, you will find it helpful to start by reading Section 4 of Chapter 9. Section 4 isan
introductory section that explains the process for coverage decisions and appeals and gives
definitions of terms such as “appeal.” Then after you have read Section 4, you can go to the
section in Chapter 9 that tells what to do for your situation:

o |f you want to make an appeal about getting paid back for amedical service, go to
Section 5.4 in Chapter 9.

e |f you want to make an appeal about getting paid back for adrug, go to Section 6.6 of
Chapter 9.

SECTION 4 Other situations in which you should save your
receipts and send them to the plan

Section 4.1 In some cases, you should send your receipts to the plan to
help us track your out-of-pocket drug costs

There are some situations when you should let us know about payments you have made for your
drugs. In these cases, you are not asking us for payment. Instead, you are telling us about your
payments so that we can calculate your out-of-pocket costs correctly. This may help you to
qualify for the Catastrophic Coverage Stage more quickly.

In the situation below you should send us receiptsto let us know about payments you have made
for your drugs:
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1. When you get a drug through a patient assistance program offered by a
drug manufacturer

Some members are enrolled in a patient assistance program offered by a drug manufacturer
that is outside the plan benefits. If you get any drugs through a program offered by a drug
manufacturer, you may pay a copayment to the patient assistance program.

e Saveyour receipt and send a copy to us so that we can have your out-of-pocket
expenses count toward qualifying you for the Catastrophic Coverage Stage.

e Please note: Because you are getting your drug through the patient assistance program
and not through the plan’s benefits, the plan will not pay for any share of these drug
costs. But sending the receipt allows us to calculate your out-of-pocket costs correctly
and may help you qualify for the Catastrophic Coverage Stage more quickly.

Since you are not asking for payment in the case described above, this situation is not considered
a coverage decision. Therefore, you cannot make an appeal if you disagree with our decision.



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 8: Your rights and responsibilities 112

SECTION 1

Section 1.1

Section 1.2

Section 1.3

Section 1.4

Section 1.5

Section 1.6

Section 1.7

Section 1.8

Section 1.9

SECTION 2

Section 2.1

Chapter 8. Your rights and responsibilities

Our plan must honor your rights as a member of the plan ........... 113

We must provide information in away that works for you (in
languages other than English that are spoken in the plan service area,

in Braille, in large print, or other alternate formats, €tc.) .........cceeeevvevvernenne 113
We must treat you with fairness and respect at all times...........ccccvvveneenne. 113
We must ensure that you get timely access to your covered services

0 [0 | (10 SRRSO 113
We must protect the privacy of your personal health information................ 114
We must give you information about the plan, its network of

providers, and YOUr COVEred SEIVICES........ccveireerieeiesteerie e sreesre e e ee e 115
We must support your right to make decisions about your care.................... 116

Y ou have the right to make complaints and to ask us to reconsider
deCiSIONSWE have Made...........cooiiiiieece e 118

What can you do if you think you are being treated unfairly or your

rights are not being respected?............oineieieie e 119
How to get more information about your FghtS.........c.cceeeeerieienenenerene 119
You have some responsibilities as a member of the plan............. 119

What are your responsibilitieS?..........ccocceiieiiiiececce e 119



2011 Evidence of Coverage for Blue Shield 65 Plus

Chapter 8: Your rights and responsibilities 113
SECTION 1 Our plan must honor your rights as a member of the
plan
Section 1.1 We must provide information in a way that works for you (in

languages other than English that are spoken in the plan
service area, in Braille, in large print, or other alternate
formats, etc.)

To get information from usin away that works for you, please call Member Services (phone
numbers are on the front cover).

Our plan has people and translation services available to answer questions from non-English
speaking members. We can aso give you information in Braille, in large print, or other
aternate formats if you need it. If you are eligible for Medicare because of disability, we are
required to give you information about the plan’s benefits that is accessible and appropriate for
you.

If you have any trouble getting information from our plan because of problems related to
language or disability, please call Medicare at 1-800-MEDICARE (1-800-633-4227), 24 hours a
day, 7 days aweek, and tell them that you want to fileacomplaint. TTY userscall 1-877-486-
2048.

Section 1.2 We must treat you with fairness and respect at all times

Our plan must obey laws that protect you from discrimination or unfair treatment. We do not
discriminate based on a person’ s race, disability, religion, sex, health, ethnicity, creed (beliefs),
age, or national origin.

If you want more information or have concerns about discrimination or unfair treatment, please
call the Department of Health and Human Services' Office for Civil Rights 1-800-368-1019
(TTY 1-800-537-7697) or your local Office for Civil Rights.

If you have a disability and need help with accessto care, please call us at Member Services
(phone numbers are on the cover of this booklet). If you have a complaint, such as a problem
with wheelchair access, Member Services can help.

Section 1.3 We must ensure that you get timely access to your covered
services and drugs

As amember of our plan, you have the right to choose a Personal Physician in the plan’s
network to provide and arrange for your covered services (Chapter 3 explains more about this).
Call Member Servicesto learn which doctors are accepting new patients (phone numbers are on



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 8: Your rights and responsibilities 114

the cover of this booklet). Y ou also have the right to go to awomen’s health specialist (such asa
gynecologist) without areferral.

As aplan member, you have the right to get appointments and covered services from the plan’s
network of providers within a reasonable amount of time. This includes the right to get timely
services from specialists when you need that care. Y ou also have the right to get your
prescriptions filled or refilled at any of our network pharmacies without long delays.

If you think that you are not getting your medical care or Part D drugs within areasonable
amount of time, Chapter 9 of this booklet tells what you can do.

Section 1.4 We must protect the privacy of your personal health
information

Federal and state laws protect the privacy of your medical records and persona health
information. We protect your personal health information as required by these laws.

e Your “persona health information” includes the personal information you gave us when
you enrolled in this plan as well as your medical records and other medical and health
information.

e Thelawsthat protect your privacy give you rights related to getting information and
controlling how your health information is used. We give you awritten notice, called a
“Notice of Privacy Practice”, that tells about these rights and explains how we protect the
privacy of your health information.

How do we protect the privacy of your health information?
o \We make sure that unauthorized people don’t see or change your records.

e Inmost situations, if we give your health information to anyone who isn’t providing your
care or paying for your care, we are required to get written permission fromyou first.
Written permission can be given by you or by someone you have given legal power to
make decisions for you.

e There are certain exceptions that do not require usto get your written permission first.
These exceptions are allowed or required by law.

o For example, we are required to release health information to government
agencies that are checking on quality of care.

o Because you are amember of our plan through Medicare, we are required to give
Medicare your health information including information about your Part D
prescription drugs. If Medicare releases your information for research or other
uses, thiswill be done according to Federal statutes and regulations.

You can see the information in your records and know how it
has been shared with others
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Y ou have the right to look at your medical records held at the plan, and to get a copy of your
records. We are alowed to charge you afee for making copies. Y ou aso have the right to ask us
to make additions or corrections to your medical records. If you ask usto do this, we will
consider your request and decide whether the changes should be made.

Y ou have the right to know how your health information has been shared with others for any
purposes that are not routine.

If you have questions or concerns about the privacy of your personal health information, please
call Member Services (phone numbers are on the cover of this booklet).

We are always committed to protecting the privacy of your personal and health information. Our
Notice of Confidentiality and Privacy Practices describes both your privacy rights as a member
and how we protect your personal and health information. To obtain a copy of our privacy
notice, you can:

1. Go to blueshieldca.com and click the “Privacy” link at the bottom the homepage.

2. Cal the Member Services phone number on your Blue Shield 65 Plus member 1D card.

3. Cdll our Privacy Office toll-free at 1-888-266-8080 [TTY/TDD 1-800-794-1099], 8 am.
to 3 p.m., Monday through Friday.

4. E-mail usat: blueshieldca privacy@blueshieldca.com

Section 1.5 We must give you information about the plan, its network of
providers, and your covered services

As amember of our plan, you have the right to get several kinds of information from us. (As
explained above in Section 1.1, you have the right to get information from us in away that works
for you. Thisincludes getting the information in languages other than English and in large print
or other alternate formats.)

If you want any of the following kinds of information, please call Member Services (phone
numbers are on the cover of this booklet):

e Information about our plan. Thisincludes, for example, information about the plan’s
financial condition. It also includes information about the number of appeals made by
members and the plan’s performance ratings, including how it has been rated by plan
members and how it compares to other Medicare Advantage health plans.

e Information about our network providers including our network
pharmacies.

o For example, you have the right to get information from us about the
gualifications of the providers and pharmacies in our network and how we pay the
providersin our network.

o For alist of the providersin the plan’s network, see the Provider Directory.
o For alist of the pharmaciesin the plan’s network, see the Pharmacy Directory.
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o For more detailed information about our providers or pharmacies, you can call
Member Services (phone numbers are on the cover of this booklet) or visit our
website at blueshieldca.com.

e Information about your coverage and rules you must follow in using your
coverage.

o In Chapters 3 and 4 of this booklet, we explain what medical services are covered
for you, any restrictions to your coverage, and what rules you must follow to get
your covered medical services.

o To get the details on your Part D prescription drug coverage, see Chapters 5 and 6
of this booklet plus the plan’s List of Covered Drugs (Formulary). These chapters,
together with the List of Covered Drugs, tell you what drugs are covered and
explain the rules you must follow and the restrictions to your coverage for certain
drugs.

o If you have questions about the rules or restrictions, please call Member Services
(phone numbers are on the cover of this booklet).

e Information about why something is not covered and what you can do
about it.

o If amedical service or Part D drug is not covered for you, or if your coverageis
restricted in some way, you can ask us for awritten explanation. Y ou have the
right to this explanation even if you received the medical service or drug from an
out-of-network provider or pharmacy.

o If you are not happy or if you disagree with a decision we make about what
medical care or Part D drug is covered for you, you have the right to ask usto
change the decision. For details on what to do if something is not covered for you
in the way you think it should be covered, see Chapter 9 of this booklet. It gives
you the details about how to ask the plan for a decision about your coverage and
how to make an appeal if you want us to change our decision. (Chapter 9 also tells
about how to make a complaint about quality of care, waiting times, and other
concerns.)

o |If youwant to ask our plan to pay our share of a bill you have received for
medical care or aPart D prescription drug, see Chapter 7 of this booklet.

Section 1.6 We must support your right to make decisions about your care

You have the right to know your treatment options and
participate in decisions about your health care

Y ou have the right to get full information from your doctors and other health care providers
when you go for medical care. Y our providers must explain your medical condition and your
treatment choicesin a way that you can under stand.
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Y ou aso have the right to participate fully in decisions about your health care. To help you make
decisions with your doctors about what treatment is best for you, your rights include the
following:

e Toknow about all of your choices. This means that you have the right to be told about
all of the treatment options that are recommended for your condition, no matter what they
cost or whether they are covered by our plan. It also includes being told about programs
our plan offers to help members manage their medications and use drugs safely.

e Toknow about therisks. You have theright to be told about any risksinvolved in your
care. You must be told in advance if any proposed medical care or treatment is part of a
research experiment. Y ou always have the choice to refuse any experimental treatments.

e Theright tosay “no.” You havetheright to refuse any recommended treatment. This
includes the right to leave a hospital or other medical facility, even if your doctor advises
you not to leave. You also have the right to stop taking your medication. Of course, if you
refuse treatment or stop taking medication, you accept full responsibility for what
happens to your body as aresult.

e Toreceive an explanation if you are denied coverage for care. You have theright to
receive an explanation from us if a provider has denied care that you believe you should
receive. To receive this explanation, you will need to ask us for a coverage decision.
Chapter 9 of this booklet tells how to ask the plan for a coverage decision.

You have the right to give instructions about what is to be done
if you are not able to make medical decisions for yourself

Sometimes peopl e become unable to make health care decisions for themselves due to accidents
or seriousillness. Y ou have the right to say what you want to happen if you are in this situation.
This means that, if you want to, you can:

e Fill out awritten form to give someone the legal authority to make medical decisions
for you if you ever become unable to make decisions for yourself.

e Giveyour doctorswritten instructions about how you want them to handle your
medical careif you become unable to make decisions for yourself.

The legal documents that you can use to give your directions in advance in these situations are
called “advance directives.” There are different types of advance directives and different names
for them. Documents called “living will” and “power of attorney for health care” are examples
of advance directives.

If you want to use an “advance directive’ to give your instructions, here is what to do:

e Get theform. If you want to have an advance directive, you can get aform from your
lawyer, from a social worker, or from some office supply stores. Y ou can sometimes get
advance directive forms from organizations that give people information about Medicare.
Y ou can also contact Member Servicesto ask for the forms (phone numbers are on the
cover of this booklet).
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e Fill it out and sign it. Regardless of where you get thisform, keepinmind that itisa
legal document. Y ou should consider having alawyer help you prepareit.

e Givecopiesto appropriate people. You should give a copy of the form to your doctor
and to the person you name on the form as the one to make decisions for you if you can't.
Y ou may want to give copies to close friends or family members as well. Be sure to keep
acopy at home.

If you know ahead of time that you are going to be hospitalized, and you have signed an advance
directive, take a copy with you to the hospital.

e |f you are admitted to the hospital, they will ask you whether you have signed an advance
directive form and whether you have it with you.

¢ If you have not signed an advance directive form, the hospital has forms available and
will ask if you want to sign one.

Remember, it isyour choice whether you want to fill out an advance directive (including
whether you want to sign one if you are in the hospital). According to law, no one can deny you
care or discriminate against you based on whether or not you have signed an advance directive.

What if your instructions are not followed?
If you have signed an advance directive, and you believe that a doctor or hospital hasn’t followed

the instructionsin it, you may file a complaint with the Health Insurance Counseling and
Advocacy Program (HICAP). See Chapter 2, Section 3 for contact information.

Section 1.7 You have the right to make complaints and to ask us to
reconsider decisions we have made

If you have any problems or concerns about your covered services or care, Chapter 9 of this
booklet tells what you can do. It gives the details about how to deal with all types of problems
and complaints.

As explained in Chapter 9, what you need to do to follow up on a problem or concern depends on
the situation. Y ou might need to ask our plan to make a coverage decision for you, make an
appeal to usto change a coverage decision, or make a complaint. Whatever you do — ask for a
coverage decision, make an appeal, or make acomplaint —we arerequired to treat you fairly.

Y ou have the right to get a summary of information about the appeals and complaints that other
members have filed against our plan in the past. To get thisinformation, please call Member
Services (phone numbers are on the cover of this booklet).
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Section 1.8 What can you do if you think you are being treated unfairly or
your rights are not being respected?

If it is about discrimination, call the Office for Civil Rights

If you think you have been treated unfairly or your rights have not been respected due to your
race, disability, religion, sex, health, ethnicity, creed (beliefs), age, or national origin, you should
call the Department of Health and Human Services' Office for Civil Rights at 1-800-368-1019
or TTY 1-800-537-7697, or call your local Office for Civil Rights.

Is it about something else?
If you think you have been treated unfairly or your rights have not been respected, and it’s not
about discrimination, you can get help dealing with the problem you are having:

e Youcancall Member Services (phone numbers are on the cover of this booklet).

e Youcancall the State Health Insurance Assistance Program. For details about this
organization and how to contact it, go to Chapter 2, Section 3.

Section 1.9 How to get more information about your rights

There are several places where you can get more information about your rights:

e Youcancall Member Services (phone numbers are on the cover of this booklet).

e Youcancall the State Health Insurance Assistance Program. For details about this
organization and how to contact it, go to Chapter 2 Section 3.

e You can contact Medicare.

o You can visit the Medicare website (http://www.medicare.gov) to read or
download the publication “Y our Medicare Rights & Protections.”

o Or, you can call 1-800-MEDICARE (1-800-633-4227) 24 hours aday, 7 days a
week. TTY users should call 1-877-486-2048.

SECTION 2 You have some responsibilities as a member of the
plan
| Section 2.1 What are your responsibilities?

Things you need to do as a member of the plan are listed below. If you have any questions,
please call Member Services (phone numbers are on the cover of this booklet). We're here to
help.
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e Get familiar with your covered services and the rules you must follow to
get these covered services. Use this Evidence of Coverage booklet to learn what
is covered for you and the rules you need to follow to get your covered services.

o Chapters 3 and 4 give the details about your medical services, including what is
covered, what is not covered, rulesto follow, and what you pay.

o Chapters5 and 6 give the details about your coverage for Part D prescription
drugs.

e If you have any other health insurance coverage or prescription drug
coverage in addition to our plan, you are required to tell us. Please call
Member Servicesto let us know.

o Wearerequired to follow rules set by Medicare to make sure that you are using
all of your coverage in combination when you get your covered services from
our plan. Thisis called “coordination of benefits’ because it involves
coordinating the health and drug benefits you get from our plan with any other
health and drug benefits available to you. We'll help you with it.

e Tell your doctor and other health care providers that you are enrolled in our
plan. Show your Blue Shield 65 Plus member identification card whenever you get your
medical care or Part D prescription drugs.

e Help your doctors and other providers help you by giving them
information, asking questions, and following through on your care.

o To help your doctors and other health providers give you the best care, learn as
much as you are able to about your health problems and give them the
information they need about you and your health. Follow the treatment plans and
instructions that you and your doctors agree upon.

o If you have any questions, be sure to ask. Y our doctors and other health care
providers are supposed to explain things in away you can understand. If you ask
aquestion and you don’'t understand the answer you are given, ask again.

e Be considerate. We expect all our members to respect the rights of other patients.
We also expect you to act in a way that hel ps the smooth running of your doctor’s
office, hospitals, and other offices.

e Pay what you owe. As a plan member, you are responsible for these payments:

o You must pay your plan premiums to CalPERS to continue being a member of
our plan.

o Inorder to bedligible for our plan, you must maintain your eligibility for
Medicare Part A and Part B. For that reason, some plan members must pay a
premium for Medicare Part A and most plan members must pay a premium for
Medicare Part B to remain a member of the plan.
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o

For some of your medical services or drugs covered by the plan, you must pay
your share of the cost when you get the service or drug. Thiswill be a copayment
(afixed amount) or coinsurance (a percentage of the total cost). Chapter 4 tells
what you must pay for your medical services. Chapter 6 tells what you must pay
for your Part D prescription drugs.

If you get any medical services or drugs that are not covered by our plan or by
other insurance you may have, you must pay the full cost.

e Tell us if you move. If you are going to move, it'simportant to tell usright away.
Call Member Services (phone numbers are on the cover of this booklet).

o

If you move outside of our plan service area, you cannot remain a member of
our plan. (Chapter 1 tells about our service area.) We can help you figure out
whether you are moving outside our service area. If you are leaving our service
area, we can let you know if we have aplan in your new area.

If you move within our service area, we still need to know so we can keep your
membership record up to date and know how to contact you.

e Call Member Services for help if you have questions or concerns. We also
wel come any suggestions you may have for improving our plan.

o

Phone numbers and calling hours for Member Services are on the cover of this
booklet.

For more information on how to reach us, including our mailing address, please
see Chapter 2.



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 9: What to do if you have a problem or complaint (coverage decisions, appeals, complaints) 122

Chapter 9. What to do if you have a problem or complaint

SECTION 1

Section 1.1

Section 1.2

SECTION 2

Section 2.1

SECTION 3

Section 3.1

SECTION 4

Section 4.1

Section 4.2

Section 4.3

SECTION 5

Section 5.1

Section 5.2

Section 5.3

Section 5.4

(coverage decisions, appeals, complaints)

T oL oo 1V Tox {0 o PP 125
What to do if you have aproblem or CONCern.........cccceereeineceseeseseeseene 125
What about the legal termS?...........coooiii e 125

You can get help from government organizations that are not

connected WIth US ... 126
Where to get more information and personalized assistance..............c.cceue... 126

To deal with your problem, which process should you use? ....... 126

Should you use the process for coverage decisions and appeals? Or

should you use the process for making complaints?...........cccoeevveveeceseennns 126
A guide to the basics of coverage decisions and appeals............ 128

Asking for coverage decisions and making appeals: the big picture............. 128

How to get help when you are asking for a coverage decision or

MaKING 8N GPPEAL ......ocueeveeie e 129

Which section of this chapter gives the details for your situation?................ 129

Your medical care: How to ask for a coverage decision or
MaKe an APPEAI ....oeeeeeieeee 130

This section tellswhat to do if you have problems getting coverage for
medical careor if you want usto pay you back for our share of the cost
OF YOUF G ...ttt sttt bbbttt e st et st nre e 130

Step-by-step: How to ask for a coverage decision (how to ask our plan
to authorize or provide the medical care coverage you want) ...........ccccue...... 132

Step-by-step: How to make aLevel 1 Appeal (how to ask for areview
of amedical care coverage decision made by our plan) .........cccceeeveeiennnnne 134

Step-by-step: How to makealLevel 2 Apped ........cccccevveeciececce e, 137



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 9: What to do if you have a problem or complaint (coverage decisions, appeals, complaints) 123

Section 5.5

SECTION 6

Section 6.1

Section 6.2

Section 6.3

Section 6.4

Section 6.5

Section 6.6

SECTION 7

Section 7.1

Section 7.2

Section 7.3

Section 7.4

SECTION 8

Section 8.1

Section 8.2

What if you are asking our plan to pay you for our share of abill you
have received for medical Care?..........ooevveeieeiesesee e 139

Your Part D prescription drugs: How to ask for a coverage
decision or make an appeal ...........ouveiiiiiiiiiiiiiiiiii 140

This section tells you what to do if you have problems getting a Part D

drug or you want usto pay you back for aPart D drug.........cccccceevieeiieennnnns 140
What iSan EXCEPLION?........oieeeieeeeceerte ettt nre e 142
Important things to know about asking for exceptions............cccocevvecereeenee. 143
Step-by-step: How to ask for a coverage decision, including an

LS (= 1o o OSSPSR 144
Step-by-step: How to make aLevel 1 Appeal (how to ask for areview

of acoverage decision made by our plan) .........ccccverirenienieneieseeeens 147
Step-by-step: How to makealLevel 2 Appeal .......ccooeeeevieiieccee e, 149

How to ask us to cover a longer hospital stay if you think the
doctor is discharging you t00 SOON .....ccccevviiiiiiiiiiiiieeeeece e 151

During your hospital stay, you will get awritten notice from Medicare

that tells about YOUr FghES.........ccveiiee e 151
Step-by-step: How to make aLevel 1 Appeal to change your hospital
AISCharge date.........eoieieieeee et 152
Step-by-step: How to make aLevel 2 Appeal to change your hospital
AiSCharge dale.........ccveeeeeciece e 155
Wheat if you miss the deadline for making your Level 1 Appead?................. 156

How to ask us to keep covering certain medical services if
you think your coverage is ending t00 SO0N .........cccevvveeeviiiineennnn, 159

This section is about three services only: Home health care, skilled
nursing facility care, and Comprehensive Outpatient Rehabilitation
Facility (CORF) SEIVICES .......cciiiriirierierieeeeieee et 159

We will tell you in advance when your coverage will beending.................. 160



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 9: What to do if you have a problem or complaint (coverage decisions, appeals, complaints) 124

Section 8.3  Step-by-step: How to make aLevel 1 Appeal to have our plan cover
your care for alonger tIME..........ooiiiiiiieeee e 161

Section 8.4  Step-by-step: How to make aLevel 2 Appeal to have our plan cover

your care for alonger tiMe.........ccvoeeiieie i 163

Section 85  What if you miss the deadline for making your Level 1 Apped?................. 164

SECTION 9 Taking your appeal to Level 3 and beyond...........cccccceeiieiiiiinninnnn, 167

Section9.1  Levelsof Appea 3, 4, and 5 for Medical Service Appeals.......ccccoovecevrenee. 167

Section 9.2  Levelsof Appea 3,4, and 5 for Part D Drug Appeals........cccoceveeiieneeniennnn. 168
SECTION 10 How to make a complaint about quality of care, waiting times,

customer service, or other CONCErNS .......cccccvveeeiiiiniiiiiieeeee e 170

Section 10.1 What kinds of problems are handled by the complaint process?................... 170

Section 10.2 Theformal name for “making a complaint” is“filing agrievance’ .............. 173

Section 10.3  Step-by-step: Making acomplaint...........ccceeceieeieeiecee e 173

Section 10.4 Y ou can also make complaints about quality of care to the Quality
Improvement Organi ZatioN ...........cooeveereereeie e 175



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 9: What to do if you have a problem or complaint (coverage decisions, appeals, complaints) 125

BACKGROUND
SECTION 1 Introduction
| Section 1.1 What to do if you have a problem or concern

This chapter explains two types of processes for handling problems and concerns:

e [or sometypes of problems, you need to use the process for coverage decisions and
making appeals.

e For other types of problems you need to use the process for making complaints.
Both of these processes have been approved by Medicare. To ensure fairness and prompt

handling of your problems, each process has a set of rules, procedures, and deadlines that must
be followed by us and by you.

Which one do you use? That depends on the type of problem you are having. The guidein
Section 3 will help you identify the right process to use.

Section 1.2 What about the legal terms?

There are technical legal terms for some of the rules, procedures, and types of deadlines
explained in this chapter. Many of these terms are unfamiliar to most people and can be hard to
understand.

To keep things simple, this chapter explains the legal rules and procedures using simpler words
in place of certain legal terms. For example, this chapter generally says “making a complaint”
rather than “filing agrievance,” “coverage decision” rather than “ organization determination” or
“coverage determination,” and “Independent Review Organization” instead of “Independent
Review Entity.” It also uses abbreviations as little as possible.

However, it can be helpful —and sometimes quite important — for you to know the correct legal
terms for the situation you are in. Knowing which termsto use will help you communicate more
clearly and accurately when you are dealing with your problem and get the right help or
information for your situation. To help you know which termsto use, we include legal terms
when we give the details for handling specific types of situations.
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SECTION 2 You can get help from government organizations that
are not connected with us

| Section 2.1 Where to get more information and personalized assistance

Sometimes it can be confusing to start or follow through the process for dealing with a problem.
This can be especially trueif you do not feel well or have limited energy. Other times, you may
not have the knowledge you need to take the next step. Perhaps both are true for you.

Get help from an independent government organization

We are always available to help you. But in some situations you may aso want help or guidance
from someone who is not connected with us. Y ou can always contact your State Health

I nsurance Assistance Program (SHIP). This government program has trained counselorsin
every state. The program is not connected with our plan or with any insurance company or health
plan. The counselors at this program can help you understand which process you should use to
handle a problem you are having. They can a'so answer your questions, give you more
information, and offer guidance on what to do.

The services of SHIP counselors are free. Y ou will find phone numbers in Chapter 2, Section 3
of this booklet.

You can also get help and information from Medicare
For more information and help in handling a problem, you can also contact Medicare. Here are
two ways to get information directly from Medicare:

e Youcancal 1-800-MEDICARE (1-800-633-4227) 24 hours aday, 7 days a week.
TTY users should call 1-877-486-2048.

e You can visit the Medicare website (http://www.medicare.gov).

SECTION 3 To deal with your problem, which process should you
use?

Section 3.1 Should you use the process for coverage decisions and
appeals? Or should you use the process for making
complaints?

If you have a problem or concern and you want to do something about it, you don’t need to read
this whole chapter. Y ou just need to find and read the parts of this chapter that apply to your
situation. The guide that follows will help.
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To figure out which part of this chapter tells what to do for your problem or concern,
START HERE

Is your problem or concern about your benefits and coverage?

(This includes problems about whether particular medical care or prescription
drugs are covered or not, the way in which they are covered, and problems
related to payment for medical care or prescription drugs.)

Yes No
Skip ahead to Section 10 at the end of
this chapter: “How to make a
complaint about quality of care,
waiting times, customer service or
other concerns.”

Go on to the next section of
this chapter, Section 4: “A guide
to the basics of coverage
decisions and making appeals.”
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COVERAGE DECISIONS AND APPEALS

SECTION 4 A guide to the basics of coverage decisions and
appeals

Section 4.1 Asking for coverage decisions and making appeals: the big
picture

The process for coverage decisions and making appeal's deals with problems related to your
benefits and coverage for medical services and prescription drugs, including problems related
to payment. Thisis the process you use for issues such as whether something is covered or not
and the way in which something is covered.

Asking for coverage decisions

A coverage decision is a decision we make about your benefits and coverage or about the amount
we will pay for your medical services or drugs. We and/or your doctor make a coverage decision
for you whenever you go to a doctor for medical care. Y ou can aso contact the plan and ask for
acoverage decision. For example, if you want to know if we will cover amedical service before
you receive it, you can ask us to make a coverage decision for you.

We are making a coverage decision for you whenever we decide what is covered for you and
how much we pay. In some cases we might decide a service or drug is not covered or isno
longer covered by Medicare for you. If you disagree with this coverage decision, you can make
an appeal.

Making an appeal

If we make a coverage decision and you are not satisfied with this decision, you can “appeal” the
decision. An appeal isaformal way of asking usto review and change a coverage decision we
have made.

When you make an appeal, we review the coverage decision we have made to check to see if we
were following al of the rules properly. When we have completed the review we give you our
decision.

If we say noto all or part of your Level 1 Appeal, you cangoontoalevel 2 Appeal. The
Level 2 Appeal is conducted by an independent organization that is not connected to our plan.
If you are not satisfied with the decision at the Level 2 Appeal, you may be able to continue
through several more levels of appeal.
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Section 4.2 How to get help when you are asking for a coverage decision
or making an appeal

Would you like some help? Here are resources you may wish to use if you decide to ask for any
kind of coverage decision or appeal a decision:

e Youcan call usat Member Services (phone numbers are on the cover).

e Toget free help from an independent organization that is not connected with our plan,
contact your State Health Insurance Assistance Program (see Section 2 of this chapter).

e Your doctor or other provider can make arequest for you. Y our doctor or other
provider can request a coverage decision or aLevel 1 Appeal on your behalf. To request
any appeal after Level 1, your doctor or other provider must be appointed as your
representative.

e You can ask someoneto act on your behalf. If you want to, you can name another
person to act for you as your “representative”’ to ask for a coverage decision or make an

appeal.

o There may be someone who is already legally authorized to act as your
representative under State law.

o |If youwant afriend, relative, your doctor or other provider, or other person to be
your representative, call Member Services and ask for the form to give that
person permission to act on your behalf. The form must be signed by you and by
the person who you would like to act on your behalf. Y ou must give our plan a
copy of the signed form.

e You also havetheright to hirealawyer to act for you. Y ou may contact your own
lawyer, or get the name of alawyer from your local bar association or other referral
service. There are aso groups that will give you free legal servicesif you qualify.
However, you are not required to hire a lawyer to ask for any kind of coverage
decision or appeal adecision.

Section 4.3 Which section of this chapter gives the details for your
situation?

There are four different types of situations that involve coverage decisions and appeals. Since
each situation has different rules and deadlines, we give the details for each one in a separate
section:
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Section 5 of Section 6 of this | Section 7 of
this chapter chapter this chapter Section 8 of this chapter
[ ] [ ] [ ]
< L == == ==
“Your medical | “Your Part D “How toask | “How to ask usto keep covering
care: How to prescription usto cover a | certain medical servicesif you think
ask for a drugs. How to longer your coverage is ending too soon”
coverage ask for a hospital stay | (Appliesto these services only:
decision or coverage if you think home health care, skilled nursing
make an decision or the doctor is | facility care and Comprehensive
appea” make an appeal” | discharging Outpatient Rehabilitation Facility
you too soon” | (CORF) services)

If you're still not sure which section you should be using, please call Member Services (phone
numbers are on the front cover). You can aso get help or information from government
organizations such as your State Health Insurance Assistance Program (Chapter 2, Section 3,
of this booklet has the phone numbers for this program).

SECTION 5 Your medical care: How to ask for a coverage
decision or make an appeal

Have you read Section 4 of this chapter (A guideto “ the
? basics’ of coverage decisions and appeals)? If not, you may
" want to read it before you start this section.

Section 5.1 This section tells what to do if you have problems getting
coverage for medical care or if you want us to pay you back
for our share of the cost of your care

This section is about your benefits for medical care and services. These are the benefits described
in Chapter 4 of this booklet: Medical Benefits Chart (what is covered and what you pay). To
keep things simple, we generally refer to “medical care coverage” or “medical care” in the rest of
this section, instead of repeating “medical care or treatment or services’ every time.

This section tells what you can do if you are in any of the five following situations:

1. You are not getting certain medical care you want, and you believe that thiscareis
covered by our plan.

2. Our plan will not approve the medical care your doctor or other medical provider wants to
giveyou, and you believe that this care is covered by the plan.
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3. You have received medical care or services that you believe should be covered by the plan,
but we have said we will not pay for this care.

4. You have received and paid for medical care or services that you believe should be covered
by the plan, and you want to ask our plan to reimburse you for this care.

5. You are being told that coverage for certain medical care you have been getting will be
reduced or stopped, and you believe that reducing or stopping this care could harm your
health.

e NOTE: If the coveragethat will be stopped isfor hospital care, home health
care, skilled nursing facility care, or Comprehensive Outpatient
Rehabilitation Facility (CORF) services, you need to read a separate section of
this chapter because special rules apply to these types of care. Here' s what to read
in those situations:

o Chapter 9, Section 7: How to ask for a longer hospital stay if you think you are
being asked to leave the hospital too soon.

o Chapter 9, Section 8: How to ask our plan to keep covering certain medical
servicesif you think your coverage is ending too soon. This section is about
three services only: home health care, skilled nursing facility care, and
Comprehensive Outpatient Rehabilitation Facility (CORF) services.

e For all other situations that involve being told that medical care you have been getting
will be stopped, use this section (Section 5) as your guide for what to do.

Which of these situations are you in?

Do you want to find out Has our plan already told Do you want to ask our plan
whether our plan will cover | you that we will not cover to pay you back for medical
the medical care or services | or pay for amedical service | care or servicesyou have

you want? in the way that you want it | already received and paid
to be covered or paid for? for?
[ ] [ ] [ ]
Y ou need to ask our planto | You can make an appeal. Y ou can send us the hill.
make a coverage decision Skip ahead to Section 5.5 of
for you. (Thismeansyou are asking | this chapter.

us to reconsider.)
Go on to the next section of
this chapter, Section 5.2. Skip ahead to Section 5.3 of
this chapter.
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Section 5.2 Step-by-step: How to ask for a coverage decision

(how to ask our plan to authorize or provide the medical care
coverage you want)

Legal When acoverage decision involves your medical
Terms care, itiscaled an “organization
determination.”

Step 1: You ask our plan to make a coverage decision on the medical care you
are requesting. If your health requires a quick response, you should ask us to make a
“fast decision.”

Legal A “fastdecision” iscalled an“expedited
Terms decision.”

How to request coverage for the medical care you want

Start by writing, or faxing our plan to make your request for usto provide
coverage for the medical care you want. Y ou, or your doctor, or your
representative can do this.

For the details on how to contact us, go to Chapter 2, Section 1 and look for the
section called, How to contact our plan when you are asking for a coverage
decision about your medical care or Part D Prescription Drugs.

Generally we use the standard deadlines for giving you our decision

When we give you our decision, we will use the “ standard” deadlines unless we have agreed
to use the “fast” deadlines. A standard decision means we will give you an answer within
14 days after we receive your request.

However, we can take up to 14 more days if you ask for more time, or if we need
information (such as medical records) that may benefit you. If we decide to take extra
days to make the decision, we will tell you in writing.

If you believe we should not take extra days, you can file a*“fast complaint” about
our decision to take extradays. When you file afast complaint, we will give you
an answer to your complaint within 24 hours. (The process for making a complaint
is different from the process for coverage decisions and appeals. For more
information about the process for making complaints, including fast complaints,
see Section 10 of this chapter.)

If your health requires it, ask us to give you a “fast decision”

A fast decison meanswe will answer within 72 hours.
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o However, we can take up to 14 more daysif we find that some information
Ismissing that may benefit you, or if you need to get information to us for
the review. If we decide to take extra days, we will tell you in writing.

o If you believe we should not take extra days, you can file a“fast complaint”
about our decision to take extra days. (For more information about the
process for making complaints, including fast complaints, see Section 10 of
this chapter.) We will call you as soon as we make the decision.

e Toget afast decision, you must meet two requirements:

o Youcan get afast decision only if you are asking for coverage for medical
care you have not yet received. (You cannot get afast decision if your request
is about payment for medical care you have already received.)

o You can get afast decision only if using the standard deadlines could cause
serious harmto your health or hurt your ability to function.

e |f your doctor tellsusthat your health requiresa*“fast decision,” we will
automatically agreeto giveyou afast decision.

e If you ask for afast decision on your own, without your doctor’s support, our plan
will decide whether your health requires that we give you afast decision.

o |If wedecide that your medical condition does not meet the requirements for a
fast decision, we will send you aletter that says so (and we will use the
standard deadlines instead).

o Thisletter will tell you that if your doctor asks for the fast decision, we will
automatically give afast decision.

o Theletter will also tell how you can file a*fast complaint” about our decision
to give you a standard decision instead of the fast decision you requested. (For
more information about the process for making complaints, including fast
complaints, see Section 10 of this chapter.)

Step 2: Our plan considers your request for medical care coverage and we give
you our answer.

Deadlines for a “fast” coverage decision

e Generally, for afast decision, we will give you our answer within 72 hours.

o Asexplained above, we can take up to 14 more days under certain
circumstances. If we decide to take extra days to make the decision, we will tell
you inwriting. If we take extra days, it is called “an extended time period.”

o If wedo not give you our answer within 72 hours (or if there is an extended
time period, by the end of that period), you have the right to appeal. Section 5.3
below tells how to make an appeal .

e |f our answer isyesto part or all of what you requested, we must authorize or
provide the medical care coverage we have agreed to provide within 72 hours after
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we received your request. If we extended the time needed to make our decision, we
will provide the coverage by the end of that extended period.

e |f our answer isnoto part or all of what you requested, we will send you awritten
statement that explains why we said no.

Deadlines for a “standard” coverage decision

e Generaly, for astandard decision, we will give you our answer within 14 days of
receiving your request.

o We can take up to 14 more days (“an extended time period”) under certain
circumstances. If we decide to take extra days to make the decision, we will tell
you in writing.

o |If wedo not give you our answer within 14 days (or if there is an extended time
period, by the end of that period), you have the right to appeal. Section 5.3
below tells how to make an appeal.

e |f our answer isyesto part or all of what you requested, we must authorize or
provide the coverage we have agreed to provide within 14 days after we received
your request. If we extended the time needed to make our decision, we will provide
the coverage by the end of that extended period.

e [f our answer isnoto part or all of what you requested, we will send you awritten
statement that explains why we said no.

Step 3: If we say no to your request for coverage for medical care, you decide if
you want to make an appeal.

e If our plan says no, you have the right to ask us to reconsider — and perhaps change —
this decision by making an appeal. Making an appeal means making another try to get
the medical care coverage you want.

e |f you decide to make appeal, it means you are going on to Level 1 of the appeals

process (see Section 5.3 below).
Section 5.3 Step-by-step: How to make a Level 1 Appeal
(how to ask for a review of a medical care coverage decision made
by our plan)

When you start the appeal process by making an
Legal apped, itiscaledthe“first level of appeal” or a
Terms “Level 1 Appeal.”

An appeal to the plan about a medical care
coverage decision iscalled aplan
“reconsideration.”
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Step 1: You contact our plan and make your appeal. If your health requires a quick
response, you must ask for a “fast appeal.”

What to do

To start an appeal you, your representative, or in some cases your doctor
must contact our plan. For details on how to reach us for any purpose related to
your appeal, go to Chapter 2, Section 1 look for section called, How to contact us
when you are making an appeal about your medical care or Part D Prescription
Drugs).

If you are asking for a standard appeal, make your standard appeal in writing
by submitting a signed request.

If you are asking for afast appeal, make your appeal in writing or call usat
the phone number shown in Chapter 2, Section 1 (How to contact us when you are
making an appeal about your medical care or Part D Prescription Drugs).

You must make your appeal request within 60 calendar days from the date on
the written notice we sent to tell you our answer to your request for a coverage
decision. If you miss this deadline and have a good reason for missing it, we may
give you more time to make your appeal.

You can ask for a copy of theinformation regarding your medical decision
and add moreinformation to support your appeal.

o You have theright to ask us for a copy of the information regarding your
appeal. We are alowed to charge afee for copying and sending this
information to you.

o If youwish, you and your doctor may give us additional information to
support your appeal.

If your health requires it, ask for a “fast appeal” (you can make an oral request)

Legal A “fastappeal” isalso caled an “expedited
Terms appeal.”

If you are appealing a decision our plan made about coverage for care you have not
yet received, you and/or your doctor will need to decide if you need a“fast appeal .”

The requirements and procedures for getting a“fast appeal” are the same as those for
getting a“fast decision.” To ask for afast appeal, follow the instructions for asking
for afast decision. (These instructions are given earlier in this section.)

If your doctor tells us that your health requires a "fast appeal,” we will give you afast
appeal.

Step 2: Our plan considers your appeal and we give you our answer.
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When our plan is reviewing your appeal, we take another careful look at all of the
information about your request for coverage of medical care. We check to seeif we
were following all the rules when we said no to your request.

We will gather more information if we need it. We may contact you or your doctor to
get more information.

Deadlines for a “fast” appeal

When we are using the fast deadlines, we must give you our answer within 72 hours
after wereceive your appeal. We will give you our answer sooner if your health
requires us to do so.

o However, if you ask for more time, or if we need to gather more information
that may benefit you, we can take up to 14 more calendar days. If we decide
to take extra days to make the decision, we will tell you in writing.

o If wedo not give you an answer within 72 hours (or by the end of the extended
time period if wetook extra days), we are required to automatically send your
request on to Level 2 of the appeals process, where it will be reviewed by an
independent organization. Later in this section, we tell you about this
organization and explain what happens at Level 2 of the appeal s process.

If our answer isyesto part or all of what you requested, we must authorize or
provide the coverage we have agreed to provide within 72 hours after we receive your

appeal.
If our answer isnoto part or all of what you requested, we will send you awritten

denial notice informing you that we have automatically sent your appeal to the
Independent Review Organization for aLevel 2 Appeal.

Deadlines for a “standard” appeal

If we are using the standard deadlines, we must give you our answer within 30
calendar days after we receive your appeal if your appeal is about coverage for
services you have not yet received. We will give you our decision sooner if your
health condition requires us to.

o However, if you ask for more time, or if we need to gather more information
that may benefit you, we can take up to 14 more calendar days.

o If wedo not give you an answer by the deadline above (or by the end of the
extended time period if we took extra days), we are required to send your
request on to Level 2 of the appeals process, where it will be reviewed by an
independent outside organization. Later in this section, we tell about this review
organization and explain what happens at Level 2 of the appeal's process.

If our answer isyesto part or all of what you requested, we must authorize or
provide the coverage we have agreed to provide within 30 days after we receive
your appeal.
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e [f our answer isnoto part or all of what you requested, we will send you awritten
denial notice informing you that we have automatically sent your appeal to the
Independent Review Organization for aLevel 2 Appeal.

Step 3: If our plan says no to part or all of your appeal, your case will
automatically be sent on to the next level of the appeals process.

e To make sure we were following all the rules when we said no to your appeal, our
plan isrequired to send your appeal to the* Independent Review Organization.”
When we do this, it means that your appeal is going on to the next level of the appeals
process, whichis Level 2.

| Section 5.4 Step-by-step: How to make a Level 2 Appeal

If our plan says no to your Level 1 Appeal, your case will automatically be sent on to the next
level of the appeals process. During the Level 2 Appeal, the Independent Review Or ganization
reviews the decision our plan made when we said no to your first appeal. This organization
decides whether the decision we made should be changed.

Legal Theformal name for the “Independent Review
Terms Organization” isthe* Independent Review
Entity.” Itissometimes called the“IRE.”

Step 1: The Independent Review Organization reviews your appeal.

e Thelndependent Review Organization isan outside, independent organization
that ishired by Medicare. This organization is not connected with our plan and it is
not a government agency. This organization is a company chosen by Medicare to
handle the job of being the Independent Review Organization. Medicare oversees its
work.

e Wewill send the information about your appeal to this organization. Thisinformation
iscaled your “casefile.” You havetheright to ask usfor a copy of your casefile.
We are allowed to charge you afee for copying and sending this information to you.

e You have aright to give the Independent Review Organization additional information
to support your appeal.

e Reviewers at the Independent Review Organization will take a careful 1ook at all of
the information related to your appeal.
If you had a “fast” appeal at Level 1, you will also have a “fast” appeal at Level 2

e If you had afast appeal to our plan at Level 1, you will automatically receive afast
appeal at Level 2. The review organization must give you an answer to your Level 2
Appea within 72 hours of when it receives your appeal.
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e However, if the Independent Review Organization needs to gather more information
that may benefit you, it can take up to 14 more calendar days.

If you had a “standard” appeal at Level 1, you will also have a “standard” appeal at
Level 2

e |f you had a standard appeal to our plan at Level 1, you will automatically receive a
standard appeal at Level 2. The review organization must give you an answer to your
Level 2 Appeal within 30 calendar days of when it receives your appeal.

e However, if the Independent Review Organization needs to gather more information
that may benefit you, it can take up to 14 more calendar days.

Step 2: The Independent Review Organization gives you their answer.

The Independent Review Organization will tell you its decision in writing and explain the
reasons for it.

e |[fthereview organization saysyesto part or all of what you requested, we must
authorize the medical care coverage within 72 hours or provide the service within 14
calendar days after we receive the decision from the review organization.

e |[f thisorganization saysnoto part or all of your appeal, it means they agree with
our plan that your request (or part of your request) for coverage for medical care
should not be approved. (Thisis called “upholding the decision.” It isalso called
“turning down your appeal.”)

o Thenotice you get from the Independent Review Organization will tell you in
writing if your case meets the requirements for continuing with the appeals
process. For example, to continue and make another appeal at Level 3, the
dollar value of the medical care coverage you are requesting must meet a
certain minimum. If the dollar value of the coverage you are requesting is too
low, you cannot make another appeal, which means that the decision at Level
2isfinal.

Step 3: If your case meets the requirements, you choose whether you want to
take your appeal further.

e There arethree additional levelsin the appeals process after Level 2 (for atotal of
five levels of appeal).

e |f your Level 2 Appea isturned down and you meet the requirements to continue
with the appeal s process, you must decide whether you want to go onto Level 3 and
make athird appeal. The details on how to do this are in the written notice you got
after your Level 2 Appeal.

e Thelevel 3 Apped ishandled by an administrative law judge. Section 9 in this
chapter tells more about Levels 3, 4, and 5 of the appeals process.
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Section 5.5 What if you are asking our plan to pay you for our share of a
bill you have received for medical care?

If you want to ask our plan for payment for medical care, start by reading Chapter 7 of this
booklet: Asking the plan to pay its share of a bill you have received for medical services or
drugs. Chapter 7 describes the situations in which you may need to ask for reimbursement or to
pay abill you have received from a provider. It also tells how to send us the paperwork that asks
us for payment.

Asking for reimbursement is asking for a coverage decision from our plan

If you send us the paperwork that asks for reimbursement, you are asking us to make a coverage
decision (for more information about coverage decisions, see Section 4.1 of this chapter). To
make this coverage decision, we will check to seeif the medical care you paid for isacovered
service (see Chapter 4. Medical Benefits Chart (what is covered and what you pay)). We will
also check to seeif you followed all the rules for using your coverage for medical care (these
rules are given in Chapter 3 of this booklet: Using the plan’s coverage for your medical
services).

We will say yes or no to your request

e |f themedical careyou paid for is covered and you followed all the rules, we will send
you the payment for our share of the cost of your medical care within 60 calendar days
after we receive your request. Or, if you haven't paid for the services, we will send the
payment directly to the provider. When we send the payment, it’ s the same as saying yes
to your request for a coverage decision.)

e |f themedical careisnot covered, or you did not follow al the rules, we will not send
payment. Instead, we will send you aletter that says we will not pay for the services and
the reasons why. (When we turn down your request for payment, it’s the same as saying
no to your request for a coverage decision.)

What if you ask for payment and we say that we will not pay?

If you do not agree with our decision to turn you down, you can make an appeal. If you make
an appeal, it means you are asking us to change the coverage decision we made when we turned
down your request for payment.

Tomakethisappeal, follow the process for appealsthat we describein part 5.3 of this
section. Go to this part for step-by-step instructions. When you are following these instructions,
please note:

e |If you make an appeal for reimbursement, we must give you our answer within 60
calendar days after we receive your appeal. (If you are asking usto pay you back for
medical care you have already received and paid for yourself, you are not allowed to ask
for afast appeal.)
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e [f the Independent Review Organization reverses our decision to deny payment, we must
send the payment you have requested to you or to the provider within 30 calendar days. If
the answer to your appeal isyes at any stage of the appeals process after Level 2, we must
send the payment you requested to you or to the provider within 60 calendar days.

SECTION 6 Your Part D prescription drugs: How to ask for a
coverage decision or make an appeal

Have you read Section 4 of this chapter (A guideto “ the
? basics’ of coverage decisions and appeals)? If not, you may
" want to read it before you start this section.

Section 6.1 This section tells you what to do if you have problems getting
a Part D drug or you want us to pay you back for a Part D drug

Y our benefits as a member of our plan include coverage for many outpatient prescription drugs.
Medicare calls these outpatient prescription drugs “Part D drugs.” Y ou can get these drugs as
long asthey are included in our plan’s List of Covered Drugs (Formulary) and they are
medically necessary for you, as determined by your primary care doctor or other provider.

e Thissection isabout your Part D drugsonly. To keep things simple, we generally say
“drug” intherest of this section, instead of repeating “ covered outpatient prescription
drug” or “Part D drug” every time.

e For details about what we mean by Part D drugs, the List of Covered Drugs, rules and
restrictions on coverage, and cost information, see Chapter 5 (Using our plan’s coverage
for your Part D prescription drugs) and Chapter 6 (What you pay for your Part D
prescription drugs).

Part D coverage decisions and appeals

Asdiscussed in Section 4 of this chapter, a coverage decision is a decision we make about your
benefits and coverage or about the amount we will pay for your drugs.

Legal A coverage decisionis often called an
Terms “initial determination” or “initia
decision.” When the coverage decision is
about your Part D drugs, theinitial
determination is called a*“ cover age
deter mination.”

Here are examples of coverage decisions you ask us to make about your Part D drugs:
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e You ask usto make an exception, including:
o Asking usto cover aPart D drug that is not on the plan’s List of Covered Drugs

o Asking usto waive arestriction on the plan’s coverage for adrug (such as limits
on the amount of the drug you can get)

o Asking to pay alower cost-sharing amount for a covered non-preferred drug

e You ask uswhether adrug is covered for you and whether you satisfy any applicable
coverage rules. (For example, when your drug is on the plan’s List of Covered Drugs but
we require you to get approval from us before we will cover it for you.)

e You ask usto pay for a prescription drug you aready bought. Thisis arequest for a

coverage decision about payment.

If you disagree with a coverage decision we have made, you can appeal our decision.

This section tells you both how to ask for coverage decisions and how to request an appeal. Use

this guide to help you determine which part has information for your situation:

Which of these situationsareyou in?

Request a Coverage Decision: Make an Appeal:

Do you need adrug | Do you t usto Doyouwant toask | Hasour plan aready
that isn't onour list | cover for you | usto pay you back | told you that we will
of drugsor needus | thatison our list of | for adrug you have | not cover or pay for
towalvearuleor drugs and you do already received and | adrug in the way
restriction on adrug | not need usto waive | paid for? that you want it to
we cover? aruleor restriction be covered or paid

on the drug you for?

need?
Youc usto You canask usfora | You usto Youc ake an
mak ception. | coverage decision. pay V: K. appeal
(Thisisatype of (Thisisatype of (This means you are
coverage decision.) | Skip ahead to coverage decision.) | asking usto

Section 6.4 of this reconsider.)
Start with Section chapter. Skip ahead to
6.2 of this chapter. Section 6.4 of this | Skip ahead to

chapter.

Section 6.5 of this
chapter.




2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 9: What to do if you have a problem or complaint (coverage decisions, appeals, complaints) 142

| Section 6.2 What is an exception?

If adrug is not covered in the way you would like it to be covered, you can ask the plan to make
an “exception.” An exception is atype of coverage decision. Similar to other types of coverage
decisions, if we turn down your request for an exception, you can appeal our decision.

When you ask for an exception, your doctor or other prescriber will need to explain the medical
reasons why you need the exception approved. We will then consider your request. Here are
three examples of exceptions that you or your doctor or other prescriber can ask usto make:

1. CoveringaPart D drug for you that isnot on our plan’sList of Covered Drugs
(Formulary). (Wecall it the “Drug List” for short.)

Legal
Terms

Asking for coverage of adrug that is not on the Drug
List is sometimes called asking for a“ formulary
exception.”

o If we agree to make an exception and cover adrug that is not on the Drug List, you
will need to pay the cost-sharing amount that applies to drugsin the Non-Preferred
Brand Drugs tier for non-injectable brand name drugs, or the Non-Preferred Generic
Drugstier for non-injectable generic drugs, or the Injectable Drugs tier for injectable
drugs. Y ou cannot ask for an exception to the copayment or co-insurance amount we
require you to pay for the drug.

e You cannot ask for coverage of any “excluded drugs’ or other non-Part D drugs
which Medicare does not cover. (For more information about excluded drugs, see
Chapter 5.)

2. Removing arestriction on the plan’s coverage for a covered drug. There are extrarules
or restrictions that apply to certain drugs on the plan’s List of Covered Drugs (for more
information, go to Chapter 5 and look for Section 5).

Legal  Asking for removal of arestriction on coverage for a
Terms  drugis sometimes called asking for a“formulary
exception.”

e Theextrarulesand restrictions on coverage for certain drugs include:

o Being required to use the generic version of adrug instead of the brand name
drug.

o Getting plan approval in advance before we will agree to cover the drug for
you. (Thisis sometimes called “prior authorization.”)
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o Beingrequired totry a different drug first before we will agree to cover the
drug you are asking for. (Thisis sometimes called “ step therapy.”)

o Quantity limits. For some drugs, there are restrictions on the amount of the
drug you can have.

e |f our plan agreesto make an exception and waive arestriction for you, you can ask
for an exception to the copayment or co-insurance amount we require you to pay for
the drug.

3. Changing coverage of adrugto alower cost-sharing tier. Every drug on the plan’s Drug
Listisin one of five cost-sharing tiers. In general, the lower the cost-sharing tier number, the
less you will pay as your share of the cost of the drug.

Legal  Askingto pay alower preferred price for a covered
Terms  non-preferred drug is sometimes called asking for a
“tiering exception.”

e |f your drugisin the Non-Preferred Brand Drugs tier you can ask us to cover it at the
cost-sharing amount that appliesto drugsin the Preferred Brand Drugstier. This
would lower your share of the cost for the drug.

e You cannot ask us to change the cost-sharing tier for any drug in the Specialty Drugs
tier.

Section 6.3 Important things to know about asking for exceptions

Your doctor must tell us the medical reasons

Y our doctor or other prescriber must give us awritten statement that explains the medical
reasons for requesting an exception. For afaster decision, include this medical information from
your doctor or other prescriber when you ask for the exception.

Typically, our Drug List includes more than one drug for treating a particular condition. These
different possibilities are called “alternative” drugs. If an alternative drug would be just as
effective as the drug you are requesting and would not cause more side effects or other health
problems, we will generally not approve your request for an exception.

Our plan can say yes or no to your request

e |f we approve your request for an exception, our approval usually isvalid until the end of
the plan year. Thisistrue aslong as your doctor continues to prescribe the drug for you
and that drug continues to be safe and effective for treating your condition.

e |f wesay noto your request for an exception, you can ask for areview of our decision by
making an appeal. Section 6.5 tells how to make an appeal if we say no.
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The next section tells you how to ask for a coverage decision, including an exception.

Section 6.4 Step-by-step: How to ask for a coverage decision, including an
exception

Step 1: You ask our plan to make a coverage decision about the drug(s) or
payment you need. If your health requires a quick response, you must ask us to make
a “fast decision.” You cannot ask for a fast decision if you are asking us to pay
you back for a drug you already bought.

What to do

e Reqguest thetype of coverage decision you want. Start by calling, writing, or
faxing our plan to make your request. Y ou, your representative, or your doctor (or
other prescriber) can do this. For the details, go to Chapter 2, Section 1 and look
for the section called, How to contact us when you are asking for a coverage
decision about your medical care or Part D Prescription Drugs. Or if you are
asking usto pay you back for adrug, go to the section called, Where to send a
request that asks us to pay for our share of the cost for medical care or a drug you
have received.

e You or your doctor or someone else who isacting on your behalf can ask for a
coverage decision. Section 4 of this chapter tells how you can give written
permission to someone else to act as your representative. Y ou can also have a
lawyer act on your behalf.

e |f you want to ask our plan to pay you back for a drug, start by reading Chapter
7 of this booklet: Asking the plan to pay its share of a bill you have received for
medical servicesor drugs. Chapter 7 describes the situations in which you may
need to ask for reimbursement. It also tells how to send us the paperwork that asks
us to pay you back for our share of the cost of adrug you have paid for.

e |f you arerequesting an exception, provide the “doctor’s statement.” Y our
doctor or other prescriber must give us the medical reasons for the drug exception
you are requesting. (We call thisthe “doctor’s statement.”) Y our doctor or other
prescriber can fax or mail the statement to our plan. Or your doctor or other
prescriber can tell us on the phone and follow up by faxing or mailing the signed
statement. See Sections 6.2 and 6.3 for more information about exception requests.

If your health requires it, ask us to give you a “fast decision”

Legal A “fastdecision” iscalled an “expedited
Terms decision.”

e When we give you our decision, we will use the “standard” deadlines unless we
have agreed to use the “fast” deadlines. A standard decision means we will give
you an answer within 72 hours after we receive your doctor’ s statement. A fast
decision means we will answer within 24 hours.
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e Toget afast decision, you must meet two requirements:

o You can get afast decision only if you are asking for adrug you have not yet
received. (You cannot get afast decision if you are asking us to pay you back
for adrug you are already bought.)

o You can get afast decision only if using the standard deadlines could cause
serious harmto your health or hurt your ability to function.

e |f your doctor or other prescriber tellsusthat your health requiresa* fast
decision,” we will automatically agreeto give you a fast decision.

e |f you ask for afast decision on your own (without your doctor’s or other prescriber’s
support), our plan will decide whether your health requires that we give you afast
decision.

o |If wedecide that your medical condition does not meet the requirements for a
fast decision, we will send you aletter that says so (and we will use the
standard deadlines instead).

o Thisletter will tell you that if your doctor or other prescriber asks for the fast
decision, we will automatically give afast decision.

o Theletter will also tell how you can file a complaint about our decision to give
you a standard decision instead of the fast decision you requested. It tells how
tofilea“fast” complaint, which means you would get our answer to your
complaint within 24 hours. (The process for making a complaint is different
from the process for coverage decisions and appeals. For more information
about the process for making complaints, see Section 10 of this chapter.)

Step 2: Our plan considers your request and we give you our answer.

Deadlines for a “fast” coverage decision

e |f weareusing the fast deadlines, we must give you our answer within 24
hours.

o Generally, this means within 24 hours after we receive your request. If you are
requesting an exception, we will give you our answer within 24 hours after we
receive your doctor’ s statement supporting your request. We will give you our
answer sooner if your health requires usto.

o |If wedo not meet this deadline, we are required to send your request on to Level
2 of the appeals process, where it will be reviewed by an independent outside
organization. Later in this section, we tell about this review organization and
explain what happens at Appeal Level 2.

e |f our answer isyesto part or all of what you requested, we must provide the
coverage we have agreed to provide within 24 hours after we receive your request or
doctor’ s statement supporting your request.



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 9: What to do if you have a problem or complaint (coverage decisions, appeals, complaints) 146

e |f our answer isnoto part or all of what you requested, we will send you awritten
statement that explains why we said no.

Deadlines for a “standard” coverage decision about a drug you have not yet
received

e |f weareusing the standard deadlines, we must give you our answer within 72
hours.

o Generally, this means within 72 hours after we receive your request. If you
are requesting an exception, we will give you our answer within 72 hours after
we receive your doctor’ s statement supporting your request. We will give you
our answer sooner if your health requires us to.

o |If wedo not meet this deadline, we are required to send your request on to
Level 2 of the appeals process, where it will be reviewed by an independent
organization. Later in this section, we tell about this review organization and
explain what happens at Appeal Level 2.

e |f our answer isyestopart or all of what you requested —

o If we approve your request for coverage, we must provide the cover age we
have agreed to provide within 72 hour s after we receive your request or
doctor’ s statement supporting your request.

e |f our answer isnotopart or all of what you requested, we will send you awritten
statement that explains why we said no.

Deadlines for a “standard” coverage decision about payment for a drug you have
already bought

e We must give you our answer within 14 calendar days after we receive your
request.

o If we do not meet this deadline, we are required to send your request on to
Level 2 of the appeals process, where it will be reviewed by an independent
organization. Later in this section, we tell about this review organization and
explain what happens at Appeal Level 2.

e |f our answer isyesto part or all of what you requested, we are also required to
make payment to you within 14 calendar days after we receive your request.

e |f our answer isnoto part or all of what you requested, we will send you awritten
statement that explains why we said no.

Step 3: If we say no to your coverage request, you decide if you want to make an
appeal.
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e |f our plan says no, you have the right to request an appeal. Requesting an appeal
means asking us to reconsider — and possibly change — the decision we made.

Section 6.5 Step-by-step: How to make a Level 1 Appeal
(how to ask for a review of a coverage decision made by our plan)

Legal When you start the appeal's process by making an
Terms apped, itiscalled the “first level of appea” or a
“Level 1 Appeal.”

An appeal to the plan about a Part D drug
coverage decisionis called a plan
“redetermination.”

Step 1: You contact our plan and make your Level 1 Appeal. If your health requires
a quick response, you must ask for a “fast appeal.”

What to do

e Tostart your appeal, you (or your representative or your doctor or other
prescriber) must contact our plan.

o For details on how to reach us by phone, fax, or mail, for any purpose
related to your appeal, go to Chapter 2, Section 1, and look for the section
called, How to contact us when you are making an appeal about your
medical care or Part D Prescription Drugs.

e |f you areaskingfor a standard appeal, make your appeal by submitting a
written request.

e |fyou areasking for afast appeal, you may make your appeal in writing or
you may call us at the phone number shown in Chapter 2, Section 1 (How to
contact us when you are making an appeal about your medical care or Part D
Prescription Drugs).

e You must makeyour appeal request within 60 calendar days from the date on
the written notice we sent to tell you our answer to your request for a coverage
decision. If you miss this deadline and have a good reason for missing it, we may
give you more time to make your appeal.

e You can ask for a copy of theinformation in your appeal and add more
information.

o You havetheright to ask us for a copy of the information regarding your
appeal. We are alowed to charge afee for copying and sending this
information to you.

o If you wish, you and your doctor or other prescriber may give us additional
information to support your appeal.
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If your health requires it, ask for a “fast appeal”

Legal A “fastappeal” isalso caled an “expedited
Terms appeal.”

e |f you are appealing a decision our plan made about a drug you have not yet received,
you and your doctor or other prescriber will need to decide if you need a “fast

app%I .”

e Therequirementsfor getting a“fast appeal” are the same as those for getting a
“fast decision” in Section 6.4 of this chapter.

Step 2: Our plan considers your appeal and we give you our answer.

e When our plan isreviewing your appeal, we take another careful look at all of the
information about your coverage request. We check to seeif we were following al the
rules when we said no to your request. We may contact you or your doctor or other
prescriber to get more information.

Deadlines for a “fast” appeal

e |f weareusing the fast deadlines, we must give you our answer within 72 hours
after wereceive your appeal. We will give you our answer sooner if your health
requiresit.

o |If wedo not give you an answer within 72 hours, we are required to send your
request on to Level 2 of the appeal s process, where it will be reviewed by an
Independent Review Organization. Later in this section, we tell about this
review organization and explain what happens at Level 2 of the appeals process.

e [f our answer isyesto part or all of what you requested, we must provide the
coverage we have agreed to provide within 72 hours after we receive your appeal .

e |f our answer isnotopart or all of what you requested, we will send you a written
statement that explains why we said no and how to appeal our decision.

Deadlines for a “standard” appeal

o If we areusing the standard deadlines, we must give you our answer within 7
calendar days after we receive your appeal. We will give you our decision sooner if
you have not received the drug yet and your health condition requires usto do so.

o If wedo not give you adecision within 7 calendar days, we are required to send
your request on to Level 2 of the appeals process, where it will be reviewed by
an Independent Review Organization. Later in this section, we tell about this
review organization and explain what happens at Level 2 of the appeal s process.

e |f our answer isyesto part or all of what you requested —

o If we approve arequest for coverage, we must provide the cover age we have
agreed to provide as quickly as your health requires, but no later than 7
calendar days after we receive your appeal.
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o |If we approve arequest to pay you back for a drug you already bought, we are
required to send payment to you within 30 calendar days after we receive
your appeal request.

e |f our answer isnoto part or all of what you requested, we will send you awritten
statement that explains why we said no and how to appeal our decision.

Step 3: If we say no to your appeal, you decide if you want to continue with the
appeals process and make another appeal.

e |f our plan says no to your appeal, you then choose whether to accept this decision or
continue by making another appeal.

If you decide to make another appeal, it means your appeal isgoing on to Level 2 of
the appeal s process (see below).

| Section 6.6 Step-by-step: How to make a Level 2 Appeal

If our plan says no to your appeal, you then choose whether to accept this decision or continue
by making another appeal. If you decide to go onto aLevel 2 Appeal, the Independent Review
Organization reviews the decision our plan made when we said no to your first appeal. This
organi zation decides whether the decision we made should be changed.

Legal Theformal name for the “Independent Review
Terms  Organization” isthe” Independent Review
Entity.” It issometimes called the“IRE.”

Step 1: To make a Level 2 Appeal, you must contact the Independent Review
Organization and ask for a review of your case.

e [f our plan saysno to your Level 1 Appeal, the written notice we send you will
include instructions on how to make a Level 2 Appeal with the Independent
Review Organization. These instructions will tell who can make this Level 2 Appeal,
what deadlines you must follow, and how to reach the review organization.

e When you make an appeal to the Independent Review Organization, we will send the
information we have about your appeal to this organization. Thisinformation is called
your “casefile.” You havetheright to ask usfor a copy of your casefile. We are
allowed to charge you afee for copying and sending thisinformation to you.

e You have aright to give the Independent Review Organization additional information
to support your appeal.

Step 2: The Independent Review Organization does a review of your appeal and
gives you an answer.

e Thelndependent Review Organization isan outside, independent or ganization
that ishired by Medicare. This organization is not connected with our plan and it is
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not a government agency. This organization is a company chosen by Medicare to
review our decisions about your Part D benefits with our plan.

Reviewers at the Independent Review Organization will take a careful look at all of
the information related to your appeal. The organization will tell you its decision in
writing and explain the reasons for it.

Deadlines for “fast” appeal at Level 2

If your health requiresit, ask the Independent Review Organization for a“fast
appeal .”

If the review organization agreesto give you a “fast appeal,” the review organization
must give you an answer to your Level 2 Appeal within 72 hour s after it receives
your appeal request.

If the Independent Review Organization saysyesto part or all of what you
requested, we must provide the drug coverage that was approved by the review
organization within 24 hour s after we receive the decision from the review
organization.

Deadlines for “standard” appeal at Level 2

If you have a standard appeal at Level 2, the review organization must give you an
answer to your Level 2 Appeal within 7 calendar days after it receives your appeal.

If the Independent Review Organization saysyesto part or all of what you
requested —

o If the Independent Review Organization approves arequest for coverage, we
must provide the drug cover age that was approved by the review organization
within 72 hour s after we receive the decision from the review organization.

o If the Independent Review Organization approves a request to pay you back for
adrug you aready bought, we are required to send payment to you within 30
calendar days after we receive the decision from the review organization.

What if the review organization says no to your appeal?

If this organization says no to your appeal, it means the organization agrees with our decision not
to approve your request. (Thisis caled “upholding the decision.” It isalso called “turning down

your appeal.”)

To continue and make another appeal at Level 3, the dollar value of the drug coverage you are
reguesting must meet a minimum amount. If the dollar value of the coverage you are requesting
istoo low, you cannot make another appeal and the decision at Level 2 isfinal. The notice you
get from the Independent Review Organization will tell you if the dollar value of the coverage
you are requesting is high enough to continue with the appeal s process.
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Step 3: If the dollar value of the coverage you are requesting meets the
requirement, you choose whether you want to take your appeal further.

e Therearethree additional levelsin the appeals process after Level 2 (for atotal of
five levels of appeal).

e |f your Level 2 Appeal isturned down and you meet the requirements to continue
with the appeal s process, you must decide whether you want to go on to Level 3 and
make athird appeal. If you decide to make athird appeal, the details on how to do
this are in the written notice you got after your second appeal .

e ThelLevel 3 Appeal ishandled by an administrative law judge. Section 9 in this
chapter tells more about Levels 3, 4, and 5 of the appeal's process.

SECTION 7 How to ask us to cover alonger hospital stay if you
think the doctor is discharging you too soon

When you are admitted to a hospital, you have the right to get all of your covered hospital
services that are necessary to diagnose and treat your illness or injury. For more information
about our coverage for your hospital care, including any limitations on this coverage, see Chapter
4 of this booklet: Medical Benefits Chart (what is covered and what you pay).

During your hospital stay, your doctor and the hospital staff will be working with you to prepare
for the day when you will leave the hospital. They will also help arrange for care you may need
after you leave.

e Theday you leave the hospital is called your “discharge date.” Our plan’s coverage of
your hospital stay ends on this date.

e When your discharge date has been decided, your doctor or the hospital staff will let you
know.

e |f you think you are being asked to leave the hospital too soon, you can ask for alonger
hospital stay and your request will be considered. This section tells you how to ask.

Section 7.1 During your hospital stay, you will get a written notice from
Medicare that tells about your rights

During your hospital stay, you will be given awritten notice called An Important Message from
Medicare about Your Rights. Everyone with Medicare gets a copy of this notice whenever they
are admitted to a hospital. Someone at the hospital is supposed to give it to you within two days
after you are admitted.

1. Read thisnotice carefully and ask questionsif you don’t understand it. It tellsyou
about your rights as a hospital patient, including:
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e Your right to receive Medicare-covered services during and after your hospital stay,
as ordered by your doctor. This includes the right to know what these services are,
who will pay for them, and where you can get them.

e Your right to be involved in any decisions about your hospital stay, and know who
will pay for it.

e Whereto report any concerns you have about quality of your hospital care.
e What to doif you think you are being discharged from the hospital too soon.

Legal Thewritten notice from Medicare tells you how
Terms  you can “make an appeal.” Making an appedl is
aformal, legal way to ask for adelay in your
discharge date so that your hospital care will be
covered for alonger time. (Section 7.2 below tells
how to make this appeal .)

2. You must sign thewritten notice to show that you received it and under stand your
rights.

e You or someone who is acting on your behalf must sign the notice. (Section 4 of this
chapter tells how you can give written permission to someone else to act as your
representative.)

e Signing the notice shows only that you have received the information about your
rights. The notice does not give your discharge date (your doctor or hospital staff will
tell you your discharge date). Signing the notice does not mean you are agreeing on
adischarge date.

3. Keep your copy of the signed notice so you will have the information about making
an appeal (or reporting a concern about quality of care) handy if you need it.

e |f you sign the notice more than 2 days before the day you leave the hospital, you
will get another copy before you are scheduled to be discharged.

e Tolook at acopy of this notice in advance, you can call Member Services or 1-800
MEDICARE (1-800-633-4227), 24 hours aday, 7 daysaweek. TTY users should
call 1-877-486-2048. Y ou can also seeit online at http://www.cms.hhs.gov.

Section 7.2 Step-by-step: How to make a Level 1 Appeal to change your
hospital discharge date

If you want to ask for your hospital servicesto be covered by our plan for alonger time, you
will need to use the appeals process to make this request. Before you start, understand what
you need to do and what the deadlines are.

e Follow the process. Each step in the first two levels of the appeals processis
explained below.



2011 Evidence of Coverage for Blue Shield 65 Plus
Chapter 9: What to do if you have a problem or complaint (coverage decisions, appeals, complaints) 153

e Meet thedeadlines. The deadlines are important. Be sure that you understand and
follow the deadlines that apply to things you must do.

e Ask for help if you need it. If you have questions or need help at any time, please
call Member Services (phone numbers are on the front cover of this booklet). Or call
your State Health Insurance Assistance Program, a government organization that
provides personalized assistance (see Section 2 of this chapter).

During a Level 1 Appeal, the Quality Improvement Organization reviews your appeal. It
checksto see if your planned discharge date is medically appropriate for you.

Legal When you start the appeal process by making an
Terms  appedl, itiscaled the“first level of appea” or a
“Level 1 Appeal.”

Step 1: Contact the Quality Improvement Organization in your state and ask for a
“fast review” of your hospital discharge. You must act quickly.

Legal A “fastreview” isalso called an“immediate
Terms  review” or an " expedited review.”

What is the Quality Improvement Organization?

e Thisorganization isagroup of doctors and other health care professionals who are
paid by the Federal government. These experts are not part of our plan. This
organization is paid by Medicare to check on and help improve the quality of care for
people with Medicare. Thisincludes reviewing hospital discharge dates for people
with Medicare.

How can you contact this organization?

e The written notice you received (An Important Message from Medicare) tells you
how to reach this organization. (Or find the name, address, and phone number of the
Quality Improvement Organization for your state in Chapter 2, Section 4, of this
booklet.)

Act quickly:

e To make your appeal, you must contact the Quality Improvement Organization before
you leave the hospital and no later than your planned discharge date. (Y our
“planned discharge date” is the date that has been set for you to leave the hospital )

o |If you meet this deadline, you are allowed to stay in the hospital after your
discharge date without paying for it while you wait to get the decision on your
appeal from the Quality Improvement Organization.

o |If you do not meet this deadline, and you decide to stay in the hospital after
your planned discharge date, you may have to pay all of the costs for hospital
care you receive after your planned discharge date.
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e |f you missthe deadline for contacting the Quality Improvement Organization about
your appeal, you can make your appeal directly to our plan instead. For details about
this other way to make your appeal, see Section 7.4.

Ask for a “fast review”:

e You must ask the Quality Improvement Organization for a“fast review” of your
discharge. Asking for a“fast review” means you are asking for the organization to
use the “fast” deadlines for an appeal instead of using the standard deadlines.

Legal A “fastreview” isalsocaled an“immediate
Terms review” or an “expedited review.”

Step 2: The Quality Improvement Organization conducts an independent review
of your case.

What happens during this review?

e Health professionals at the Quality Improvement Organization (we will call them “the
reviewers’ for short) will ask you (or your representative) why you believe coverage
for the services should continue. Y ou don’'t have to prepare anything in writing, but
you may do so if you wish.

e Thereviewerswill also look at your medical information, talk with your doctor, and
review information that the hospital and our plan has given to them.

e By noon of the day after the reviewersinformed our plan of your appeal, you
will al'so get awritten notice that gives your planned discharge date and explains
the reasons why your doctor, the hospital, and our plan think it isright
(medically appropriate) for you to be discharged on that date.

Legal Thiswritten explanation iscalled the “Detailed
Terms  Noticeof Discharge.” You can get a sample of
this notice by calling Member Services or 1-800-
MEDICARE (1-800-633-4227, 24 hours aday, 7
daysaweek. TTY users should call 1-877-486-
2048.) Or you can get see a sample notice online
at http://www.cms.hhs.gov/BNI/

Step 3: Within one full day after it has all the needed information, the Quality
Improvement Organization will give you its answer to your appeal.

What happens if the answer is yes?

e |f the review organization says yes to your appeal, our plan must keep providing
your cover ed hospital servicesfor aslong asthese services are medically
necessary.
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e You will have to keep paying your share of the costs (such as deductibles or
copayments, if these apply). In addition, there may be limitations on your covered
hospital services. (See Chapter 4 of this booklet).

What happens if the answer is no?

o If the review organization says no to your appeal, they are saying that your planned
discharge date is medically appropriate. (Saying no to your appeal isalso called
turning down your appeal.) If this happens, our plan’s coverage for your hospital
services will end at noon on the day after the Quality Improvement Organization
gives you its answer to your appeal .

o If the review organization says no to your appeal and you decide to stay in the
hospital, then you may have to pay the full cost of hospital care you receive after
noon on the day after the Quality Improvement Organization gives you its answer to

your appeal.

Step 4: If the answer to your Level 1 Appeal is no, you decide if you want to make
another appeal.

e |f the Quality Improvement Organization has turned down your appeal, and you stay
in the hospital after your planned discharge date, then you can make another appeal.
Making another appeal means you are going onto “Level 2" of the appeal s process.

Section 7.3 Step-by-step: How to make a Level 2 Appeal to change your
hospital discharge date

If the Quality Improvement Organization has turned down your appeal, and you stay in the
hospital after your planned discharge date, then you can make aLevel 2 Appeal. During a Level
2 Appeal, you ask the Quality Improvement Organization to take another ook at the decision
they made on your first appeal.

Here are the steps for Level 2 of the appeal process:

Step 1: You contact the Quality Improvement Organization again and ask for
another review.

e You must ask for thisreview within 60 calendar days after the day when the Quality
Improvement Organization said no to your Level 1 Appeal. You can ask for this
review only if you stayed in the hospital after the date that your coverage for the care
ended.

Step 2: The Quality Improvement Organization does a second review of your
situation.
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e Reviewers at the Quality Improvement Organization will take another careful look at
all of theinformation related to your appeal.

Step 3: Within 14 calendar days, the Quality Improvement Organization reviewers
will decide on your appeal and tell you their decision.

If the review organization says yes:

e Our plan must reimbur se you for our share of the costs of hospital care you have
received since noon on the day after the date your first appeal was turned down by the
Quality Improvement Organization. Our plan must continue providing coverage
for your hospital care for aslong asit is medically necessary.

e You must continue to pay your share of the costs and coverage limitations may
apply.

If the review organization says no:

e |t means they agree with the decision they made to your Level 1 Appeal and will not
changeit. Thisis called “upholding the decision.” It isalso called “turning down your

app%l .”

e Thenotice you get will tell you in writing what you can do if you wish to continue
with the review process. It will give you the details about how to go on to the next
level of appeal, whichis handled by ajudge.

Step 4: If the answer is no, you will need to decide whether you want to take your
appeal further by going on to Level 3.

e Therearethree additional levelsin the appeals process after Level 2 (for atota of five
levels of appeal). If the review organization turns down your Level 2 Appeal, you can
choose whether to accept that decision or whether to go on to Level 3 and make another
appeal. At Level 3, your appeal isreviewed by ajudge.

e Section 9 in this chapter tells more about Levels 3, 4, and 5 of the appeal s process.

Section 7.4 What if you miss the deadline for making your Level 1 Appeal?

You can appeal to our plan instead

As explained above in Section 7.2, you must act quickly to contact the Quality Improvement
Organization to start your first appeal of your hospital discharge. (“Quickly” means before you
leave the hospital and no later than your planned discharge date). If you miss the deadline for
contacting this organization, there is another way to make your appeal.

If you use this other way of making your appeal, the first two levels of appeal are different.

Step-by-Step: How to make a Level 1 Alternate Appeal
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If you miss the deadline for contacting the Quality Improvement Organization, you can make an
appeal to our plan, asking for a“fast review.” A fast review isan appeal that uses the fast
deadlines instead of the standard deadlines.

Legal A “fast” review (or “fast appea”) isaso called
Terms an“expedited” review (or “expedited appeal”).

Step 1: Contact our plan and ask for a “fast review.”

e For details on how to contact our plan, go to Chapter 2, Section 1 and look for the
section called, How to contact our plan when you are making an appeal about
your medical care.

e Besuretoask for a“fast review.” This means you are asking us to give you an
answer using the “fast” deadlines rather than the “standard” deadlines.

Step 2: Our plan does a “fast” review of your planned discharge date, checking to
see if it was medically appropriate.

e During thisreview, our plan takes alook at al of the information about your hospital
stay. We check to seeif your planned discharge date was medically appropriate. We
will check to see if the decision about when you should |eave the hospital was fair
and followed all the rules.

e Inthissituation, we will use the “fast” deadlines rather than the standard deadlines for
giving you the answer to thisreview.

Step 3: Our plan gives you our decision within 72 hours after you ask for a “fast
review” (“fast appeal”).

e |f our plan saysyesto your fast appeal, it means we have agreed with you that you
still need to be in the hospital after the discharge date, and will keep providing your
covered servicesfor aslong asit is medically necessary. It also means that we have
agreed to reimburse you for our share of the costs of care you have received since the
date when we said your coverage would end. (Y ou must pay your share of the costs
and there may be coverage limitations that apply.)

e [f our plan saysnoto your fast appeal, we are saying that your planned discharge
date was medically appropriate. Our coverage for your hospital services ends as of the
day we said coverage would end.

e |f you stayed in the hospital after your planned discharge date, then you may haveto
pay thefull cost of hospital care you received after the planned discharge date.

Step 4: If our plan says no to your fast appeal, your case will automatically be
sent on to the next level of the appeals process.
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e Tomake surewe arefollowing all the rules when we said no to your fast appeal, our
plan isrequired to send your appeal to the* Independent Review Organization.”
When we do this, it means that you are automatically going on to Level 2 of the
appeals process.

Step-by-Step: How to make a Level 2 Alternate Appeal

If our plan says no to your Level 1 Appeal, your case will automatically be sent on to the next
level of the appeals process. During the Level 2 Appeal, the Independent Review Or ganization
reviews the decision our plan made when we said no to your “fast appeal.” This organization
decides whether the decision we made should be changed.

Legal Theformal name for the “Independent Review
Terms  Organization” isthe “Independent Review
Entity.” Itissometimes called the“IRE.”

Step 1: We will automatically forward your case to the Independent Review
Organization.

o Wearerequired to send the information for your Level 2 Appeal to the Independent
Review Organization within 24 hours of when we tell you that we are saying no to
your first appeal. (If you think we are not meeting this deadline or other deadlines,
you can make a complaint. The complaint processis different from the appeal
process. Section 10 of this chapter tells how to make a complaint.)

Step 2: The Independent Review Organization does a “fast review” of your
appeal. The reviewers give you an answer within 72 hours.

e Thelndependent Review Organization isan outside, independent organization
that ishired by Medicare. This organization is not connected with our plan and it is
not a government agency. This organization is a company chosen by Medicare to
handle the job of being the Independent Review Organization. Medicare oversees its
work.

e Reviewers at the Independent Review Organization will take a careful 1ook at all of
the information related to your appeal of your hospital discharge.

e |f thisorganization saysyesto your appeal, then our plan must reimburse you (pay
you back) for our share of the costs of hospital care you have received since the date of
your planned discharge. We must also continue the plan’s coverage of your hospital
servicesfor aslong asit is medically necessary. Y ou must continue to pay your share
of the costs. If there are coverage limitations, these could limit how much we would
reimburse or how long we would continue to cover your services.

e [f thisorganization saysno to your appeal, it means they agree with our plan that
your planned hospital discharge date was medically appropriate. (Thisis called
“upholding the decision.” It isalso called “turning down your appeal.”)
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o The notice you get from the Independent Review Organization will tell you in
writing what you can do if you wish to continue with the review process. It
will give you the detail s about how to go onto aLevel 3 Appeal, whichis
handled by ajudge.

Step 3: If the Independent Review Organization turns down your appeal, you
choose whether you want to take your appeal further.

e Therearethree additional levelsin the appeals process after Level 2 (for atotal of
five levels of appeal). If reviewers say no to your Level 2 Appeal, you decide whether
to accept their decision or go on to Level 3 and make athird appeal.

e Section 9 in this chapter tells more about Levels 3, 4, and 5 of the appeal s process.

SECTION 8 How to ask us to keep covering certain medical
services if you think your coverage is ending too
soon

Section 8.1 This section is about three services only:

Home health care, skilled nursing facility care, and
Comprehensive Outpatient Rehabilitation Facility (CORF)
services

This section is about the following types of care only:
e Home health care services you are getting.

e Skilled nursing care you are getting as a patient in a skilled nursing facility. (To learn
about requirements for being considered a“ skilled nursing facility,” see Chapter 12,
Definitions of important words.)

e Rehabilitation care you are getting as an outpatient at a Medicare-approved
Comprehensive Outpatient Rehabilitation Facility (CORF). Usually, this means you are
getting treatment for an illness or accident, or you are recovering from a major
operation. (For more information about this type of facility, see Chapter 12, Definitions
of important words.)

When you are getting any of these types of care, you have the right to keep getting your covered
services for that type of care for aslong as the care is needed to diagnose and treat your illness or
injury. For more information on your covered services, including your share of the cost and any
limitations to coverage that may apply, see Chapter 4 of this booklet: Medical Benefits Chart
(what is covered and what you pay).
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When our plan decidesit istime to stop covering any of the three types of care for you, we are
required to tell you in advance. When your coverage for that care ends, our plan will stop paying
its share of the cost for your care.

If you think we are ending the coverage of your care too soon, you can appeal or decision. This
section tells you how to ask.

Section 8.2 We will tell you in advance when your coverage will be ending |

1. Youreceiveanoticein writing. At least two days before our plan is going to stop
covering your care, the agency or facility that is providing your care will give you a
notice.

e Thewritten notice tells you the date when our plan will stop covering the care for
you.

Legal Inthiswritten notice, we are telling you about a
Terms  “coverage decision” we have made about when
to stop covering your care. (For more information
about coverage decisions, see Section 4 in this
chapter.)

e Thewritten notice also tells what you can do if you want to ask our plan to change
this decision about when to end your care, and keep covering it for alonger period of
time.

Legal Intelling what you can do, the written noticeis

Terms telling how you can “ make an appeal.” Making
an appeal isaformal, legal way to ask our plan to
change the coverage decision we have made
about when to stop your care. (Section 8.3 below
tells how you can make an appeal.)

Legal Thewritten noticeis called the “ Notice of

Terms Medicare Non-Coverage.” To get asample
copy, call Member Services or 1-800-
MEDICARE (1-800-633-4227, 24 hours aday, 7
daysaweek. TTY users should call 1-877-486-
2048). Or see acopy online at
http://www.cms.hhs.gov/BNI/

2. You must sign thewritten notice to show that you received it.

e You or someone who is acting on your behalf must sign the notice. (Section 4 tells
how you can give written permission to someone else to act as your representative.)
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e Signing the notice shows only that you have received the information about when
your coverage will stop. Signing it does not mean you agr ee with the plan that it's
time to stop getting the care.

Section 8.3 Step-by-step: How to make a Level 1 Appeal to have our plan
cover your care for alonger time

If you want to ask us to cover your care for alonger period of time, you will need to use the
appeals process to make this request. Before you start, understand what you need to do and
what the deadlines are.

e Follow the process. Each step in the first two levels of the appeals processis
explained below.

o Meet the deadlines. The deadlines are important. Be sure that you understand and
follow the deadlines that apply to things you must do. There are also deadlines our
plan must follow. (If you think we are not meeting our deadlines, you can file a
complaint. Section 10 of this chapter tells you how to file a complaint.)

e Ask for help if you need it. If you have questions or need help at any time, please
call Member Services (phone numbers are on the front cover of this booklet). Or call
your State Health Insurance Assistance Program, a government organization that
provides personalized assistance (see Section 2 of this chapter).

DuringaLevel 1 Appeal, the Quality Improvement Organization reviews your appeal and
decides whether to change the decision made by our plan.

Legal Whenyou start the appea process by making an
Terms appedl, it iscaled the “first level of appeal” or
“Level 1 Appeal.”

Step 1: Make your Level 1 Appeal: contact the Quality Improvement Organization
in your state and ask for a review. You must act quickly.

What is the Quality Improvement Organization?

e Thisorganization is agroup of doctors and other health care experts who are paid by
the Federal government. These experts are not part of our plan. They check on the
quality of care received by people with Medicare and review plan decisions about
when it’ s time to stop covering certain kinds of medical care.

How can you contact this organization?

e Thewritten notice you received tells you how to reach this organization. (Or find the
name, address, and phone number of the Quality Improvement Organization for your
state in Chapter 2, Section 4, of this booklet.)

What should you ask for?
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e Ask thisorganization to do an independent review of whether it is medically
appropriate for our plan to end coverage for your medical services.

Your deadline for contacting this organization.

e You must contact the Quality Improvement Organization to start your appeal no later
than noon of the day after you receive the written notice telling you when we will stop
covering your care.

e |f you missthe deadline for contacting the Quality Improvement Organization about
your appeal, you can make your appeal directly to our plan instead. For details about
this other way to make your appeal, see Section 8.4.

Step 2: The Quality Improvement Organization conducts an independent review
of your case.

What happens during this review?

e Health professionals at the Quality Improvement Organization (we will call them “the
reviewers’ for short) will ask you (or your representative) why you believe coverage
for the services should continue. Y ou don’'t have to prepare anything in writing, but
you may do so if you wish.

e Thereview organization will also look at your medical information, talk with your
doctor, and review information that our plan has given to them.

e By the end of the day the reviewers informed our plan of your appeal, you will
also get awritten notice from the plan that gives our reasons for wanting to end
the plan’s coverage for your services.

Legal Thisnotice explanation is called the “ Detailed
Terms Explanation of Non-Coverage.”

Step 3: Within one full day after they have all the information they need, the
reviewers will tell you their decision.
What happens if the reviewers say yes to your appeal?

o |f thereviewers say yesto your appeal, then our plan must keep providing your
covered servicesfor aslong asit ismedically necessary.

e You will have to keep paying your share of the costs (such as deductibles or
copayments, if these apply). In addition, there may be limitations on your covered
services (see Chapter 4 of this booklet).

What happens if the reviewers say no to your appeal?

e |f the reviewers say no to your appeal, then your coverage will end on the date we
have told you. Our plan will stop paying its share of the costs of this care.
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e If you decide to keep getting the home health care, or skilled nursing facility care, or
Comprehensive Outpatient Rehabilitation Facility (CORF) services after this date
when your coverage ends, then you will have to pay the full cost of this care
yourself.

Step 4: If the answer to your Level 1 Appeal is no, you decide if you want to make
another appeal.

e Thisfirst appeal you makeis“Level 1" of the appeals process. If reviewers say no to
your Level 1 Appeal — and you choose to continue getting care after your coverage
for the care has ended — then you can make another appeal.

e Making another appeal meansyou are going on to “Level 2" of the appeals process.

Section 8.4 Step-by-step: How to make a Level 2 Appeal to have our plan
cover your care for alonger time

If the Quality Improvement Organization has turned down your appeal and you choose to
continue getting care after your coverage for the care has ended, then you can make aLevel 2
Appeal. During aLevel 2 Appeal, you ask the Quality Improvement Organization to take another
look at the decision they made on your first appeal.

Here are the steps for Level 2 of the appeal process:

Step 1: You contact the Quality Improvement Organization again and ask for
another review.

e Youmust ask for this review within 60 days after the day when the Quality
Improvement Organization said no to your Level 1 Appeal. You can ask for this
review only if you continued getting care after the date that your coverage for the care
ended.

Step 2: The Quality Improvement Organization does a second review of your
situation.

e Reviewers at the Quality Improvement Organization will take another careful look at
all of the information related to your appeal.

Step 3: Within 14 days, the Quality Improvement Organization reviewers will
decide on your appeal and tell you their decision.

What happens if the review organization says yes to your appeal?

e Our plan must reimburse you for our share of the costs of care you have received
since the date when we said your coverage would end. Our plan must continue
providing cover age for the care for aslong asit is medically necessary.
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e You must continue to pay your share of the costs and there may be coverage
limitations that apply.

What happens if the review organization says no?

¢ |t meansthey agree with the decision they made to your Level 1 Appeal and will not
changeit. (Thisiscalled “upholding the decision.” It isalso called “turning down

your appeal.”)

e Thenotice you get will tell you in writing what you can do if you wish to continue
with the review process. It will give you the details about how to go on to the next
level of appeal, which is handled by ajudge.

Step 4: If the answer is no, you will need to decide whether you want to take your
appeal further.

e Therearethree additional levels of appeal after Level 2, for atotal of five levels of
appeal. If reviewers turn down your Level 2 Appeal, you can choose whether to
accept that decision or to go on to Level 3 and make another appeal. At Level 3, your
appeal isreviewed by ajudge.

e Section 9 in this chapter tells more about Levels 3, 4, and 5 of the appeals process.

| Section 8.5 What if you miss the deadline for making your Level 1 Appeal? |

You can appeal to our plan instead

As explained above in Section 9.3, you must act quickly to contact the Quality Improvement
Organization to start your first appeal (within aday or two, at the most). If you miss the deadline
for contacting this organization, there is another way to make your appeal. If you use this other
way of making your appeal, the first two levels of appeal are different.

Step-by-Step: How to make a Level 1 Alternate Appeal

If you miss the deadline for contacting the Quality Improvement Organization, you can make an
appeal to our plan, asking for a“fast review.” A fast review isan appeal that uses the fast
deadlines instead of the standard deadlines.

Here are the stepsfor aLevel 1 Alternate Appeal:

Legal A “fast” review (or “fast appeal”) isalso called
Terms an“expedited” review (or “ expedited appeal”).

Step 1: Contact our plan and ask for a “fast review.”
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e For details on how to contact our plan, go to Chapter 2, Section 1 and look for the
section called, How to contact our plan when you are making an appeal about
your medical care.

e Besuretoask for a“fast review.” This means you are asking us to give you an
answer using the “fast” deadlines rather than the “standard” deadlines.

Step 2: Our plan does a “fast” review of the decision we made about when to end
coverage for your services.

e During thisreview, our plan takes another ook at all of the information about your
case. We check to see if we were following all the rules when we set the date for
ending the plan’s coverage for services you were receiving.

o Wewill usethe“fast” deadlines rather than the standard deadlines for giving you the
answer to thisreview. (Usualy, if you make an appeal to our plan and ask for a“fast
review,” we are allowed to decide whether to agree to your request and give you a
“fast review.” But in this situation, the rules require us to give you afast response if
you ask for it.)

Step 3: Our plan gives you our decision within 72 hours after you ask for a “fast
review” (“fast appeal”).

e |f our plan saysyesto your fast appeal, it means we have agreed with you that you
need services longer, and will keep providing your covered servicesfor aslong asitis
medically necessary. It also means that we have agreed to reimburse you for our share
of the costs of care you have received since the date when we said your coverage
would end. (Y ou must pay your share of the costs and there may be coverage
limitations that apply.)

e |f our plan saysnoto your fast appeal, then your coverage will end on the date we
have told you and our plan will not pay after this date. Our plan will stop paying its
share of the costs of this care.

e |f you continued to get home health care, or skilled nursing facility care, or
Comprehensive Outpatient Rehabilitation Facility (CORF) services after the date
when we said your coverage would your coverage ends, then you will have to pay
the full cost of this care yourself.

Step 4: If our plan says no to your fast appeal, your case will automatically go on
to the next level of the appeals process.

e To make sure we were following all the rules when we said no to your fast appeal,
our planisrequired to send your appeal to the“Independent Review
Organization.” When we do this, it means that you are automatically going on to
Level 2 of the appeals process.

Step-by-Step: How to make a Level 2 Alternate Appeal
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If our plan says no to your Level 1 Appeal, your case will automatically be sent on to the next
level of the appeals process. During the Level 2 Appeal, the Independent Review Or ganization
reviews the decision our plan made when we said no to your “fast appeal.” This organization
decides whether the decision we made should be changed.

Legal Theformal name for the “Independent Review
Terms Organization” isthe “Independent Review
Entity.” It issometimes called the“IRE.”

Step 1: We will automatically forward your case to the Independent Review
Organization.

e Wearerequired to send the information for your Level 2 Appeal to the Independent
Review Organization within 24 hours of when we tell you that we are saying no to
your first appeal. (If you think we are not meeting this deadline or other deadlines,
you can make a complaint. The complaint processis different from the appeal
process. Section 10 of this chapter tells how to make a complaint.)

Step 2: The Independent Review Organization does a “fast review” of your
appeal. The reviewers give you an answer within 72 hours.

e Thelndependent Review Organization isan outside, independent organization
that ishired by Medicare. This organization is not connected with our plan and it is
not a government agency. This organization is a company chosen by Medicare to
handle the job of being the Independent Review Organization. Medicare oversees its
work.

e Reviewers at the Independent Review Organization will take a careful ook at all of
the information related to your appeal.

e |f thisorganization saysyesto your appeal, then our plan must reimburse you (pay
you back) for our share of the costs of care you have received since the date when we
said your coverage would end. We must also continue to cover the care for aslong as
itismedically necessary. Y ou must continue to pay your share of the costs. If there
are coverage limitations, these could limit how much we would reimburse or how
long we would continue to cover your services.

e |f thisorganization saysno to your appeal, it means they agree with the decision
our plan made to your first appeal and will not change it. (Thisis called “upholding
the decision.” It isalso called “turning down your appeal.”)

o The notice you get from the Independent Review Organization will tell you in
writing what you can do if you wish to continue with the review process. It
will give you the detail s about how to go onto aLevel 3 Appeal.

Step 3: If the Independent Review Organization turns down your appeal, you
choose whether you want to take your appeal further.
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e Therearethree additional levels of appeal after Level 2, for atota of five levels of
appeal. If reviewers say no to your Level 2 Appeal, you can choose whether to accept
that decision or whether to go on to Level 3 and make another appeal. At Level 3,
your appeal isreviewed by ajudge.

e Section 9 in this chapter tells more about Levels 3, 4, and 5 of the appeal s process.

SECTION 9 Taking your appeal to Level 3 and beyond

| Section 9.1 Levels of Appeal 3, 4, and 5 for Medical Service Appeals

This section may be appropriate for you if you have made aLevel 1 Appea and aLevel 2
Appeal, and both of your appeals have been turned down.

If the dollar value of the item or medical service you have appeal ed meets certain minimum
levels, you may be able to go on to additional levels of appeal. If the dollar valueis less than the
minimum level, you cannot appeal any further. If the dollar value is high enough, the written
response you receive to your Level 2 Appeal will explain who to contact and what to do to ask
for aLevel 3 Appedl.

For most situations that involve appeals, the last three levels of appeal work in much the same
way. Here iswho handles the review of your appeal at each of these levels.

Level 3 Appeal A judgewhoworksfor the Federal government will review your
appeal and give you an answer. Thisjudgeiscaled an “ Administrative
Law Judge.”

e [f the Administrative Law Judge saysyesto your appeal, the appeals process may or
may not be over - We will decide whether to appeal this decision to Level 4. Unlikea
decision at Level 2 (Independent Review Organization), we have the right to appeal a
Level 3 decision that isfavorable to you.

o |If we decide not to appeal the decision, we must authorize or provide you with the
service within 60 days after receiving the judge’ s decision.

o |If wedecideto appeal the decision, we will send you a copy of the Level 4 Appeal
request with any accompanying documents. We may wait for the Level 4 Appeal
decision before authorizing or providing the service in dispute.

e [f the Administrative Law Judge says no to your appeal, the appeals process may or
may not be over.

o If you decide to accept this decision that turns down your appeal, the appeals
processisover.
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o If you do not want to accept the decision, you can continue to the next level of the
review process. If the administrative law judge says no to your appeal, the notice
you get will tell you what to do next if you choose to continue with your appeal.

Level 4 Appeal TheMedicare Appeals Council will review your appea and give you
an answer. The Medicare Appeals Council works for the Federal

government.

e |[ftheanswer isyes, or if the Medicare Appeals Council denies our request to review
afavorable Level 3 Appeal decision, the appeals process may or may not be over -
We will decide whether to appeal thisdecision to Level 5. Unlike adecision at Level 2
(Independent Review Organization), we have the right to appeal aLevel 4 decision that is
favorable to you.

o |If we decide not to appeal the decision, we must authorize or provide you with the
service within 60 days after receiving the Medicare Appeals Council’ s decision.

o |If wedecideto appeal the decision, we will let you know in writing.

e |ftheanswer isnoor if the Medicare Appeals Council deniesthereview request, the
appeals process may or may not be over.

o If you decide to accept this decision that turns down your appeal, the appeals
processisover.

o |If you do not want to accept the decision, you might be able to continue to the next
level of the review process. If the Medicare Appeals Council says no to your
appeal, the notice you get will tell you whether the rules allow youto goonto a
Level 5 Appeal. If therules alow you to go on, the written notice will also tell you
who to contact and what to do next if you choose to continue with your appeal.

\ Level 5 Appeal A judge at the Federal District Court will review your appeal. \

e Thisisthelast step of the administrative appeals process.

| Section 9.2 Levels of Appeal 3, 4, and 5 for Part D Drug Appeals

This section may be appropriate for you if you have made alLevel 1 Appea and aLevel 2
Appeal, and both of your appeals have been turned down.

If the dollar value of the drug you have appeal ed meets certain minimum levels, you may be able
to go on to additional levels of appeal. If the dollar value is less than the minimum level, you
cannot appeal any further. If the dollar value is high enough, the written response you receive to
your Level 2 Appeal will explain who to contact and what to do to ask for aLevel 3 Appeal.

For most situations that involve appeals, the last three levels of appeal work in much the same
way. Here iswho handles the review of your appeal at each of these levels.
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Level 3 Appeal A judgewho worksfor the Federal gover nment will review your
appeal and give you an answer. Thisjudgeis called an “Administrative
Law Judge.”

o |If theanswer isyes, the appeals processisover. What you asked for in the appeal has
been approved.

e [f theanswer isno, the appeals process may or may not be over.

o If you decide to accept this decision that turns down your appeal, the appeals
processisover.

o If you do not want to accept the decision, you can continue to the next level of the
review process. If the administrative law judge says no to your appeal, the notice
you get will tell you what to do next if you choose to continue with your appeal.

Level 4 Appeal TheMedicare Appeals Council will review your appea and give you
an answer. The Medicare Appeals Council works for the Federal
government.

o |If theanswer isyes, the appeals processisover. What you asked for in the appeal has
been approved.

e |f theanswer isno, the appeals process may or may not be over.

o If you decide to accept this decision that turns down your appeal, the appeals
processisover.

o |If you do not want to accept the decision, you might be able to continue to the next
level of the review process. It depends on your situation. Whenever the reviewer
says no to your appeal, the notice you get will tell you whether the rules allow you
to go on to another level of appeal. If the rules allow you to go on, the written
notice will also tell you who to contact and what to do next if you choose to
continue with your appeal.

Level 5 Appeal A judge at the Federal District Court will review your appeal.
Thisisthe last stage of the appeal s process.

e Thisisthelast step of the administrative appeals process.
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MAKING COMPLAINTS

SECTION 10 How to make a complaint about quality of care,
waiting times, customer service, or other concerns

If your problem is about decisions related to benefits,
coverage, or payment, then this section is not for you.
’? Instead, you need to use the process for coverage decisions
and appeals. Go to Section 4 of this chapter.

Section 10.1 What kinds of problems are handled by the complaint
process?

This section explains how to use the process for making complaints. The complaint processis
used for certain types of problems only. Thisincludes problems related to quality of care, waiting
times, and the customer service you receive. Here are examples of the kinds of problems handled
by the complaint process.
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If you have any of these
kinds of problems,
you can “make a complaint”

Quality of your medical care

e Areyou unhappy with the quality of the care you have received
(including care in the hospital)?

Respecting your privacy

e Do you believe that someone did not respect your right to privacy or shared
information about you that you feel should be confidential ?

Disrespect, poor customer services, or other negative behaviors

e Has someone been rude or disrespectful to you?
e Areyou unhappy with how our Member Services has dealt with you?
e Do you feel you are being encouraged to leave our plan?

Waiting times
e Areyou having trouble getting an appointment, or waiting too long to get it?
e Have you been kept waiting too long by doctors, pharmacists, or other health
professionals? Or by Member Services or other staff at our plan?

e Examplesinclude waiting too long on the phone, in the waiting room, in the
exam room, or when getting a prescription.

Cleanliness

e Areyou unhappy with the cleanliness or condition of a clinic, hospital, or
doctor’ s office?

I nfor mation you get from our plan

e Do you believe we have not given you a notice that we are required to give?
e Do you think written information we have given you is hard to understand?

s

The next page has more examples of
possible reasons for making a complaint
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Possible complaints
(continued)

Thesetypes of complaintsareall related to the timeliness of our actions
related to cover age decisions and appeals

The process of asking for a coverage decision and making appealsis explained in
sections 4-9 of this chapter. If you are asking for a decision or making an appeal,
you use that process, not the complaint process.

However, if you have already asked for a coverage decision or made an appeal, and
you think that our plan is not responding quickly enough, you can also make a
complaint about our slowness. Here are examples:

e |f you have asked usto give you a“fast response’ for a coverage decision or
appeal, and we have said we will not, you can make a complaint.

e |If you believe our plan is not meeting the deadlines for giving you a coverage
decision or an answer to an appeal you have made, you can make a complaint.

e When acoverage decision we made is reviewed and our plan is told that we must
cover or reimburse you for certain medical services or drugs, there are deadlines
that apply. If you think we are not meeting these deadlines, you can make a
complaint.

e When our plan does not give you a decision on time, we are required to forward
your case to the Independent Review Organization. If we do not do that within the
required deadline, you can make a complaint.
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Section 10.2 The formal name for “making a complaint” is “filing a
grievance”

Legal

What this section callsa“ complaint” isaso
Terms

called a“grievance.”
e Another term for “ making a complaint” is
“filing agrievance.”

e Another way to say “using the process for
complaints’ is“using the processfor filing
agrievance.”

Section 10.3 Step-by-step: Making a complaint

Step 1: Contact us promptly — either by phone or in writing.

e Usually, calling Member Servicesisthefirst step. If there is anything else you need to
do, Member Services will let you know. You may call Blue Shield 65 Plus Member
Services at 1-800-776-4466 (TDD: 1-800-794-1099) 7 a.m. to 8p.m., seven days a week.

e |f you do not wish to call (or you called and were not satisfied), you can put your
complaint in writing and send it to us. If you do this, it means that we will use our formal
procedure for answering grievances. Here' s how it works:

o Step 1. FileaGrievance

To begin the process, call aMember Services representative within 60 calendar
days of the event and ask to file a Grievance. Y ou may also file a Grievancein
writing within 60 days of the event by sending it to:

Blue Shield 65 Plus Appeals & Grievances
PO Box 927
Woodland Hills CA 91365-9856.

FAX: (818) 228-5116

If contacting us by Fax or by Mail, please call usto request a Blue Shield 65 Plus
Appeals & Grievance Form.

We will let you know that we received the notice of your concern within 5 days
and give you the name of the person who isworking on it. We will normally
resolve it within 30 days.
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If you ask for a“Fast Grievance” because we decided not to give you a*“ Fast
Initial Decision” or “Fast Appeal” or because we asked for an extension on our
Fast Initial Decision or Fast Appeal, we will forward your request to a Medical
Director who was not involved in our original decision. We may ask if you have
additional information that was not available at the time you requested a Fast
Initial Decision or Fast Appeal.

The Medical Director will review your request and decide if our original decision
was appropriate. We will send you a letter with our decision within 24 hours of
your request for a“ Fast Grievance.”

We must address your Grievance as quickly as your case requires based on your
health status, but no later than 30 days after receiving your complaint. We may
extend the time frame by up to 14 daysif you ask for the extension, or if we
justify aneed for additional information and the delay is in your best interest.

Step 2: Grievance Hearing

If you are not satisfied with this resolution, you may make a written request to the
Blue Shield 65 Plus Appeals & Grievances for a Grievance hearing. Within 31
days of your written request, we will assemble a panel to hear your case. Y ou will
be invited to attend the hearing, which includes an uninvolved physician and a
representative from the Appeals and Grievance Resolution Department. Y ou may
attend in person or by teleconference. After the hearing, we will send you afinal
resolution letter.

Whether you call or write, you should contact Member Servicesright away. The
complaint must be made within 60 calendar days after you had the problem you want to
complain about.

If you are making a complaint because we denied your request for a“fast response’
to a coverage decision or appeal, we will automatically giveyou a“fast” complaint. If
you have a“fast” complaint, it means we will give you an answer within 24 hours.

Legal What thissection callsa*fast complaint” isaso
Terms caled a“fast grievance.”

Step 2: We look into your complaint and give you our answer.

If possible, we will answer you right away. If you call us with a complaint, we may be
able to give you an answer on the same phone call. If your health condition requires us to
answer quickly, we will do that.
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e Most complaintsare answered in 30 calendar days. If we need more information and the
delay isin your best interest or if you ask for more time, we can take up to 14 more days
(44 daystotal) to answer your complaint.

e |f wedo not agreewith some or al of your complaint or don’t take responsibility for the
problem you are complaining about, we will let you know. Our response will include our
reasons for this answer. We must respond whether we agree with the complaint or not.

Section 10.4 You can also make complaints about quality of care to the
Quality Improvement Organization

Y ou can make your complaint about the quality of care you received to our plan by using the
step-by-step process outlined above.

When your complaint is about quality of care, you aso have two extra options:

e You can makeyour complaint to the Quality Improvement Organization. If you
prefer, you can make your complaint about the quality of care you received directly to
this organization (without making the complaint to our plan). To find the name,
address, and phone number of the Quality Improvement Organization in your state,
look in Chapter 2, Section 4, of this booklet. If you make a complaint to this
organization, we will work with them to resolve your complaint.

e Or you can make your complaint to both at the sametime. If you wish, you can make
your complaint about quality of care to our plan and also to the Quality Improvement
Organization.
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SECTION 1 Introduction
| Section 1.1 This chapter focuses on ending your membership in our plan

Ending your membership in Blue Shield 65 Plus may be voluntary (your own choice) or
involuntary (not your own choice):

e You might leave our plan because you have decided that you want to leave.

o There are only certain times during the year, or certain situations, when you may
voluntarily end your membership in the plan. Section 2 tells you when you can
end your membership in the plan.

o Theprocessfor voluntarily ending your membership varies depending on what
type of new coverage you are choosing. Section 3 tells you how to end your
membership in each situation.

e Thereare aso limited situations where you do not choose to |eave, but we are required to
end your membership. Section 5 tells you about situations when we must end your
membership.

If you are leaving our plan, you must continue to get your medical care through our plan until
your membership ends.

SECTION 2 When can you end your membership in our plan?

Y ou may end your membership in our plan only during certain times of the year, known as
enrollment periods. All members have the opportunity to leave the plan during your former
employer group’s Open Enrollment Period. In certain situations, you may also be eligible to
leave the plan at other times of the year.

Section 2.1 You can end your membership during your former Employer
Group’s Open Enrollment Period

Y ou have the opportunity to make one change to your health coverage during your for mer
Employer Group’s Open Enrollment Period.

e When isyour former Employer Group’s Open Enrollment Period? Y our former
Employer Group will et you know when your open enrollment period begins and
ends, what plan choices are available to you, and the effective date of coverage. In
addition to your former Employer Group’s Open Enrollment Period, you may also
make a change to your health coverage during the Medicare Advantage Annual
Enrollment Period.
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Section 2.2 You can end your membership during the Medicare Advantage
Annual Disenrollment Period, but your choices are more
limited

Y ou have the opportunity to make one change to your health coverage during the M edicare
Advantage Annual Disenrollment Period.

e When isthe Medicare Advantage Annual Disenrollment Period? This happens
every year from January 1 to February 14.

e What type of plan can you switch to during the Annual Enrollment Period?
During thistime, you can review your health coverage and your prescription drug
coverage. Y ou can choose to keep your current coverage or make changes to your
coverage for the upcoming year. If you decide to change to anew plan, you can
choose any of the following types of plans:

o Another Medicare Advantage plan. (Y ou can choose a plan that covers
prescription drugs or one that does not cover prescription drugs.)

o Original Medicare with a separate Medicare prescription drug plan.
o —or —0rigina Medicare without a separate Medicare prescription drug plan.

Note: If you disenroll from a Medicare prescription drug plan and go without
creditable prescription drug coverage, you may need to pay alate enrollment
penalty if you join aMedicare drug plan later. (“Creditable” coverage means
the coverageis at least as good as Medicare' s standard prescription drug
coverage.)

Section 2.2 You can end your membership during the Medicare Advantage
Annual Disenrollment Period, but your choices are more
limited

Y ou have the opportunity to make one change to your health coverage during the M edicare
Advantage Annual Disenrollment Period.

e When isthe Medicare Advantage Annual Disenrollment Period? This happens
every year from January 1 to February 14.

e What type of plan can you switch to during the M edicar e Advantage Annual
Disenrollment Period? During thistime, you can cancel your Medicare Advantage
enrollment and switch to Original Medicare. If you choose to switch to Original
Medicare, you may also choose a separate Medicare prescription drug plan at the
same time.

e When will your membership end? Y our membership will end on the first day of the
month after we get your request to switch to Original Medicare. If you also choose to
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enroll in aMedicare prescription drug plan, your membership in the drug plan will
begin at the sametime.

Section 2.3 You can end your membership during the Medicare Advantage
Annual Disenrollment Period, but your choices are more
limited

In addition to your former Employer Group’s Open Enrollment Period, you have the opportunity
to make one change to your health coverage during the M edicar e Advantage Annual
Disenrollment Period. However, before you make any change during this period, please
contact Member Servicesat the number on your Blue Shield 65 Plus member ID card or
contact your group benefitsadministrator as making a change outside of your former
Employer Group’s Open Enrollment Period could affect your eligibility for their retiree
cover age.

e When isthe Medicare Advantage Annual Disenrollment Period? This happens
every year from January 1 to February 14.

e What type of plan can you switch to during the M edicare Advantage Annual
Disenrollment Period? During this time, you can cancel your Medicare Advantage
enrollment and switch to Original Medicare. If you choose to switch to Original
Medicare, you may also choose a separate Medicare prescription drug plan at the
sametime.

e  When will your membership end? Y our membership will end on the first day of the
month after we get your request to switch to Original Medicare. If you also choose to
enroll in aMedicare prescription drug plan, your membership in the drug plan will
begin at the sametime.

Section 2.4 In certain situations, you can end your membership during a
Special Enrollment Period

In certain situations, members of Blue Shield 65 Plus may be eligible to end their membership at
other times of the year. Thisis known as a Special Enrollment Period.

e Whoisedligiblefor a Special Enrollment Period? If any of the following situations
apply to you, you are eigible to end your membership during a Special Enrollment
Period. These are just examples, for the full list you can contact your group benefits
administrator, the plan, call Medicare, or visit the Medicare website
(http://www.medicare.gov):

o Usualy, when you have moved.
o If you have Medicaid.
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o If you are eligible for Extra Help with paying for your Medicare prescriptions.
o If youlivein afacility, such as anursing home.

e When are Special Enrollment Periods? The enrollment periods vary depending on
your situation.

e What can you do? If you are eligible to end your membership because of a special
situation, you can choose to change both your Medicare health coverage and
prescription drug coverage. This means you can choose any of the following types of
plans:

o Another Medicare Advantage plan. (Y ou can choose a plan that covers
prescription drugs or one that does not cover prescription drugs.)

o Origina Medicare with a separate Medicare prescription drug plan.
o —or —Original Medicare without a separate Medicare prescription drug plan.

Note: If you disenroll from a Medicare prescription drug plan and go without
creditable prescription drug coverage, you may need to pay alate enrollment
penalty if you join aMedicare drug plan later. (“Creditable” coverage means
the coverageis at least as good as Medicare’ s standard prescription drug
coverage.)

e  When will your membership end? Y our membership will usually end on the first
day of the month after we receive your reguest to change your plan.

Section 2.5 Where can you get more information about when you can end
your membership?

If you have any questions or would like more information on when you can end your
membership:

e Youcancall Member Services (phone numbers are on the cover of this booklet).

e Contact CalPERS at 888 CalPERS (888-225-7377) [TTY/TDD: 1-800-735-2929] 8
am. to 5 p.m., Monday through Friday, for more information.

e Youcanfind theinformation in the Medicare & You 2011 Handbook.

o Everyone with Medicare receives a copy of Medicare & You each fall. Those
new to Medicare receive it within a month after first signing up.

o You can aso download a copy from the Medicare website
(http://www.medicare.gov). Or, you can order a printed copy by calling
Medicare at the number below.

e You can contact Medicar e at 1-800-MEDICARE (1-800-633-4227), 24 hours aday,
7 daysaweek. TTY users should call 1-877-486-2048.
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SECTION 3 How do you end your membership in our plan?

Section 3.1 Usually, you end your membership by enrolling in another
plan

Usually, to end your membership in our plan, you simply enroll in another health plan during one
of the enrollment periods (see Section 2 for information about the enrollment periods). One
exception is when you want to switch from our plan to Original Medicare without a Medicare
prescription drug plan. In this situation, you must contact CalPERS or Blue Shield 65 Plus
Member Services and ask to be disenrolled from our plan.

The table below explains how you should end your membership in our plan. Before you take any
of the actions described in the table below, please contact CalPERS at 888 CalPERS (888-225-
7377) [TTY/TDD: 1-800-735-2929] 8 am. to 5 p.m., Monday through Friday, so that they can
explain any consequences changing plans may have on your eligibility for aretiree plan.
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If you would like to switch This is what you should do:
from our plan to:

e Another Medicare Advantage e Enroll in the new Medicare Advantage
plan. plan.

Y ou will automatically be disenrolled
from Blue Shield 65 Plus when your
new plan’s coverage begins.

e Original Medicare with a e Enrall in the new Medicare prescription
separate Medicare drug plan.

prescription drug plan. Y ou will automatically be disenrolled

from Blue Shield 65 Plus when your
new plan’s coverage begins.

e Original Medicare without a e Contact Member Servicesand ask to
separate Medicare be disenrolled from the plan (phone
prescription drug plan. numbersare on the cover of this

booklet).

e You can also contact Medicare, at 1-
800-MEDICARE (1-800-633-4227), 24
hours aday, 7 days aweek, and ask to be
disenrolled. TTY users should call 1-
877-486-2048.

e You will bedisenrolled from Blue
Shield 65 Plus when your coveragein
Origina Medicare begins.
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SECTION 4 Until your membership ends, you must keep getting
your medical services and drugs through our plan

Section 4.1 Until your membership ends, you are still a member of our
plan

If you leave Blue Shield 65 Plus, it may take time before your membership ends and your new
Medicare coverage goes into effect. (See Section 2 for information on when your new coverage
begins.) During this time, you must continue to get your medical care and prescription drugs
through our plan.

e You should continueto use our network pharmaciesto get your prescriptionsfilled
until your membership in our plan ends. Usually, your prescription drugs are only
covered if they arefilled at a network pharmacy including through our mail service
pharmacy.

e |f you arehospitalized on the day that your member ship ends, your hospital stay
will usually be covered by our plan until you are discharged (even if you are
discharged after your new health coverage begins).

SECTION 5 Blue Shield 65 Plus must end your membership in the
plan in certain situations

| Section 5.1 When must we end your membership in the plan?

Blue Shield 65 Plus must end your member ship in the plan if any of the following happen:

e If you do not stay continuously enrolled in Medicare Part A and Part B.

If you move out of our service areafor more than six months.

o |If you move or take along trip, you need to call Member Servicesto find out if
the place you are moving or traveling to isin our plan’s area.

e |f you become incarcerated.

e |f you lie about or withhold information about other insurance you have that provides
prescription drug coverage.

e |f youintentionally give usincorrect information when you are enrolling in our plan and
that information affects your eligibility for our plan.

e If you continuously behavein away that is disruptive and makesit difficult for us to
provide medical care for you and other members of our plan.
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o We cannot make you leave our plan for this reason unless we get permission from
Medicare first.

e |f you let someone else use your Blue Shield 65 Plus member 1D card to get medical care.

o |If we end your membership because of this reason, Medicare may have your case
investigated by the Inspector General.

e [f you do not pay your portion of the plan premium to your former employer group, your
group will request that you be disenrolled from the plan. Y our former employer group is
required to notify you if it plans to end your membership. Contact Cal PERS at
888 CalPERS (888-225-7377) [TTY/TDD: 1-800-735-2929] 8 am. to 5 p.m., Monday
through Friday, for more information.

e |f your former employer group’s Agreement with us terminates for any reason, your
membership ends on the same date. Y our former employer group is required to notify
you inwriting if its Agreement with us terminates.

Where can you get more information?

If you have questions or would like more information on when we can end your membership:

e Youcancal Member Servicesfor more information (phone numbers are on the cover of
this booklet).

e Contact CalPERS at 888 CalPERS (888-225-7377) [TTY/TDD: 1-800-735-2929]
8 am. to 5 p.m., Monday through Friday, for more information.

Section 5.2 We cannot ask you to leave our plan for any reason related to
your health

What should you do if this happens?

If you feel that you are being asked to leave our plan because of a health-related reason, you
should call Medicare at 1-800-MEDICARE (1-800-633-4227). TTY users should call 1-877-

486-2048. Y ou may call 24 hours aday, 7 days a week.

Section 5.3 You have the right to make a complaint if we end your
membership in our plan

If we end your membership in our plan, we must tell you our reasons in writing for ending your
membership. We must also explain how you can make a complaint about our decision to end
your membership. Y ou can also look in Chapter 9, Section 10 for information about how to make

acomplaint.
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SECTION 1 Notice about governing law

Many laws apply to this Evidence of Coverage and some additional provisions may apply
because they are required by law. This may affect your rights and responsibilities even if the
laws are not included or explained in this document. The principal law that appliesto this
document is Title XV1I1 of the Social Security Act and the regulations created under the Social
Security Act by the Centers for Medicare & Medicaid Services, or CMS. In addition, other
Federal laws may apply and, under certain circumstances, the laws of the state you livein.

SECTION 2 Notice about nondiscrimination

We don't discriminate based on a person’ s race, disability, religion, sex, health, ethnicity, creed,
age, or national origin. All organizations that provide Medicare Advantage Plans, like our plan,
must obey Federal laws against discrimination, including Title VI of the Civil Rights Act of
1964, the Rehabilitation Act of 1973, the Age Discrimination Act of 1975, the Americans with
Disabilities Act, al other laws that apply to organizations that get Federal funding, and any other
laws and rules that apply for any other reason.

SECTION 3 Health care plan fraud

Health care plan fraud is defined as a deception or misrepresentation by a provider, Member,
employer or any person acting on their behalf. Itisafelony and can be prosecuted. Any person
who willfully and knowingly files a claim containing afalse or deceptive statement, or otherwise
engages in activity intended to defraud the health care plan, is guilty of fraud. For example, if a
provider bills usfor services you did not receive it may be health care plan fraud.

If you are concerned about any of the charges appearing on a bill or Explanation of Benefits
form, or if you know of or suspect any illegal activity, call our Plan’stoll-free fraud line at
(800) 221-2367. The fraud line operates 24 hours a day, seven days aweek. All calsare
strictly confidential.

SECTION 4 Administration of the Evidence of Coverage

We may adopt reasonable policies, procedures, and interpretations to promote orderly and
efficient administration of this Evidence of Coverage.

SECTION 5 Member cooperation
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Y ou must complete any applications, forms, statements, rel eases, authorizations, lien forms and
any other documents that we request in the normal course of business or as specified in this
Evidence of Coverage.

SECTION 6 Assignment

Y ou may not assign this Evidence of Coverage or any of the rights, interests, claims for money
due, benefits, or obligations hereunder without our prior written consent.

SECTION 7 Employer responsibility

For any services that the law requires an employer to provide, we will not pay the employer, and
when we cover any such services we may recover the value of the services from the employer.

SECTION 8 Government agency responsibility

For any services that the law requires be provided only by or received only from a government
agency, we will not pay the government agency, and when we cover any such services we may
recover the value of the services from the government agency.

SECTION 9 U.S. Department of Veterans Affairs

For any services for conditions that the law requires the Department of Veterans Affairsto
provide, we will not pay the Department of Veterans Affairs, and when we cover any such
services we may recover the value of the services from the Department of Veterans Affairs.

SECTION 10 Workers’ compensation or employer’s liability
benefits

Y ou may be eligible for payments or other benefits under workers' compensation or employer’s
liability law. We will provide Covered Services eveniif it is unclear whether you are entitled to
benefits, but we may recover the value of any Covered Services from the following sources:

1 From any source providing benefits or from whom a benefit is due.
2. From you, to the extent that a benefit is provided or payable or would have been required

to be provided or payable if you had diligently sought to establish your rights to the
benefits under any workers' compensation or employer’ s liability law.
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SECTION 11 Overpayment recovery

We and/or your designated Medical Group may recover any overpayment that we make for
services from anyone who receives such an overpayment or from any person or organization
obligated to pay for the services.

SECTION 12 When a third party causes your injuries

If you are injured through the act or omission of another person (a*“third party”), we or your
designated Medical Group shall, with respect to Covered Services required as aresult of that
injury, provide the benefits of the Plan and have an equitable right to restitution or other
available remedy to recover the reasonable costs of Covered Services provided to you.

You are required to:

1 Notify usin writing of any actual or potential claim or legal action which you anticipate
bringing or have brought against the third party arising from the alleged acts or omissions
causing the injury or illness, not later than 30 days after submitting or filing aclaim or
legal action against the third party; and

2. Agree to fully cooperate with us and/or your designated Medical Group to execute any
forms or documents needed to assist them in exercising their equitable right to restitution
or other available remedies; and

3. Provide us and/or your designated Medical Group with alien, in the amount of the
reasonable costs of benefits provided, calculated in accordance with California Civil
Code Section 3040 and any applicable federal law. The lien may be filed with the third
party, the third party’ s agent or attorney, or the court, unless otherwise prohibited by law.
The proceeds of any judgment or settlement that you obtain shall first be applied to
satisfy thislien, regardless of whether the total amount of the proceeds is less than the
actual losses and damages you incurred.

Y our failure to comply with 1 through 3 above shall not in any way act as awaiver, release, or
relinquishment of our rights, or the rights of your designated Medical Group.

Further, if you receive Covered Services from a hospital for such injuries, the hospital may have
the right to collect from you the difference between the amount we paid and the hospital’s
reasonable and necessary charges for such services when payment or reimbursement is received
by you for medical expenses. The hospital’ s right to collect shall be in accordance with
California Civil Code Section 3045.1 and any applicable federa law.



Chapter 12. Definitions of important words

Appeal — An appeal is something you do if you disagree with adecision to deny arequest for
health care services or prescription drugs or payment for services or drugs you already received.
Y ou may also make an appeal if you disagree with a decision to stop services that you are
receiving. For example, you may ask for an appeal if our plan doesn’'t pay for adrug, item, or
service you think you should be able to receive. Chapter 9 explains appeals, including the
process involved in making an appeal.

Benefit Period — For both our plan and Original Medicare, a benefit period is used to determine
coverage for inpatient stays in hospitals and skilled nursing facilities. A benefit period begins on
thefirst day you go to a Medicare-covered inpatient hospital or a skilled nursing facility. The
benefit period ends when you haven't been an inpatient at any hospital or SNF for 60 daysin a
row. If you go to the hospital (or SNF) after one benefit period has ended, a new benefit period
begins. Thereisno limit to the number of benefit periods you can have.

The type of carethat is covered depends on whether you are considered an inpatient for hospital
and SNF stays. Y ou must be admitted to the hospital as an inpatient, not just under observation.
You are an inpatient in a SNF only if your care in the SNF meets certain standards for skilled
level of care. Specifically, in order to be an inpatient in a SNF, you must need daily skilled-
nursing or skilled-rehabilitation care, or both.

Brand Name Drug — A prescription drug that is manufactured and sold by the pharmaceutical
company that originally researched and developed the drug. Brand name drugs have the same
active-ingredient formula as the generic version of the drug. However, generic drugs are
manufactured and sold by other drug manufacturers and are generally not available until after the
patent on the brand name drug has expired.

Catastrophic Cover age Stage — The stage in the Part D Drug Benefit where you pay alow
copayment or coinsurance for your drugs after you or other qualified parties on your behalf have
spent $4,550 in covered drugs during the covered year.

Centersfor Medicare & Medicaid Services (CM S) — The Federal agency that runs Medicare.
Chapter 2 explains how to contact CMS.

Comprehensive Outpatient Rehabilitation Facility (CORF) — A facility that mainly provides
rehabilitation services, physical therapy, social or psychological services, and outpatient
rehabilitation.

Cost-Sharing — Cost-sharing refers to amounts that a member has to pay when services or drugs
are received. It includes any combination of the following three types of payments: (1) any
deductible amount a plan may impose before services or drugs are covered; (2) any fixed
“copayment” amount that a plan requires when a specific service or drug is received; or (3) any
“coinsurance” amount, a percentage of the total amount paid for a service or drug, that a plan
requires when a specific service or drug is received..



Cost-Sharing Tier — Every drug on the list of covered drugsisin one of five cost-sharing tiers.
In general, the higher the cost-sharing tier, the higher your cost for the drug.

Coverage Deter mination — A decision about whether a medical service or drug prescribed for
you is covered by the plan and the amount, if any, you are required to pay for the service or
prescription. In general, if you bring your prescription to a pharmacy and the pharmacy tells you
the prescription isn’t covered under your plan, that isn’t a coverage determination. Y ou need to
call or write to your plan to ask for aformal decision about the coverage if you disagree.

Covered Drugs— The term we use to mean al of the prescription drugs covered by our plan.

Covered Services— The general term we use to mean al of the health care services and supplies
that are covered by our plan.

Creditable Prescription Drug Cover age — Prescription drug coverage (for example, from an
employer or union) that is expected to cover, on average, at least as much as Medicare’ s standard
prescription drug coverage. People who have this kind of coverage when they become eligible
for Medicare can generally keep that coverage without paying a penalty, if they decide to enrall
in Medicare prescription drug coverage later.

Custodial Care— Care for personal needs rather than medically necessary needs. Custodia care
is care that can be provided by people who don’t have professional skills or training. This care
includes help with walking, dressing, bathing, eating, preparation of special diets, and taking
medi cation. Medicare does not cover custodial care unlessit is provided as other care you are
getting in addition to daily skilled nursing care and/or skilled rehabilitation services.

Disenroll or Disenrollment — The process of ending your membership in our plan.
Disenrollment may be voluntary (your own choice) or involuntary (not your own choice).

Durable Medical Equipment — Certain medical equipment that is ordered by your doctor for
use in the home. Examples are walkers, wheelchairs, or hospital beds.

Emergency Care— Covered servicesthat are: 1) rendered by a provider qualified to furnish
emergency services, and 2) needed to evaluate or stabilize an emergency medical condition.

Evidence of Coverage (EOC) and Disclosure I nformation — This document, along with your
enrollment form and any other attachments, riders, or other optional coverage selected, which
explains your coverage, what we must do, your rights, and what you have to do as a member of
our plan.

Exception — A type of coverage determination that, if approved, allows you to get adrug that is
not on your plan sponsor’s formulary (aformulary exception), or get a non-preferred drug at the
preferred cost-sharing level (atiering exception). Y ou may also request an exception if your plan
sponsor requires you to try another drug before receiving the drug you are requesting, or the plan
limits the quantity or dosage of the drug you are requesting (aformulary exception).



Generic Drug — A prescription drug that is approved by the Food and Drug Administration
(FDA) as having the same active ingredient(s) as the brand name drug. Generally, generic drugs
cost less than brand name drugs.

Grievance - A type of complaint you make about us or one of our network providers or
pharmacies, including a complaint concerning the quality of your care. This type of complaint
does not involve coverage or payment disputes.

Home Health Aide— A home health aide provides services that don’t need the skills of a
licensed nurse or therapist, such as help with personal care (e.g., bathing, using the toilet,
dressing, or carrying out the prescribed exercises). Home health aides do not have a nursing
license or provide therapy.

Initial Coverage Limit — The maximum limit of coverage under the Initial Coverage Stage.

Initial Coverage Stage — Thisis the stage before your total drug expenses, have reached $4,550,
including amounts you’ ve paid and what our plan has paid on your behalf.

Initial Decision (also called Initial Deter mination) — In general, adecision by Blue Shield

65 Plus or a person such as your Personal Physician or Physician Group acting on the Plan’s
behalf, to approve or deny a payment for a service or arequest for provision of service made by
you or on your behalf.

L ate Enrollment Penalty — An amount added to your monthly premium for Medicare drug
coverage if you go without creditable coverage (coverage that expects to pay, on average, at least
as much as standard Medicare prescription drug coverage) for a continuous period of 63 days or
more. Y ou pay this higher amount as long as you have a Medicare drug plan. There are some
exceptions.

List of Covered Drugs (Formulary or “Drug List”) — A list of covered drugs provided by the
plan. The drugs on thislist are selected by the plan with the help of doctors and pharmacists. The
list includes both brand name and generic drugs.

Low Income Subsidy/Extra Help — A Medicare program to help people with limited income
and resources pay Medicare prescription drug program costs, such as premiums, deductibles, and
coinsurance.

Medicaid (or Medical Assistance) — A joint Federal and State program that helps with medical
costs for some people with low incomes and limited resources. Medicaid programs vary from
state to state, but most health care costs are covered if you qualify for both Medicare and
Medicaid. See Chapter 2, Section 6 for information about how to contact Medicaid in your state.

Medically Necessary — Drugs, services, or supplies that are proper and needed for the diagnosis
or treatment of your medical condition; are used for the diagnosis, direct care, and treatment of
your medical condition; meet the standards of good medical practice in the local community; and
are not mainly for your convenience or that of your doctor.



M edicare — The Federal health insurance program for people 65 years of age or older, some
people under age 65 with certain disabilities, and people with End-Stage Renal Disease
(generaly those with permanent kidney failure who need dialysis or akidney transplant). People
with Medicare can get their Medicare health coverage through Original Medicare or aMedicare
Advantage plan.

M edicare Advantage (M A) Plan — Sometimes called Medicare Part C. A plan offered by a
private company that contracts with Medicare to provide you with all your Medicare Part A
(Hospital) and Part B (Medical) benefits. A Medicare Advantage plan can be an HMO, PPO, a
Private Fee-for-Service (PFFS) plan, or aMedicare Medical Savings Account (MSA) plan. In
most cases, Medicare Advantage plans also offer Medicare Part D (prescription drug coverage).
These plans are called M edicar e Advantage Plans with Prescription Drug Coverage.
Everyone who has Medicare Part A and Part B is eligible to join any Medicare Health Plan that
is offered in their area, except people with End-Stage Renal Disease (unless certain exceptions

apply).

M edicar e Coverage Gap Discount Program — A program that provides discounts on most
covered Part D brand name drugs to Part D enrollees who have reached the Coverage Gap Stage
and who are not already receiving “Extra Help.” Discounts are based on agreements between the
Federal government and certain drug manufacturers. For this reason, most, but not all, brand
name drugs are discounted.

Medicare Prescription Drug Coverage (Medicare Part D) — Insurance to help pay for
outpatient prescription drugs, vaccines, biologicals, and some supplies not covered by Medicare
Part A or Part B.

“Medigap” (Medicare Supplement Insurance) Policy — Medicare supplement insurance sold
by private insurance companies to fill “gaps’ in Original Medicare. Medigap policies only work
with Original Medicare. (A Medicare Advantage plan is not a Medigap policy.)

Member (Member of our Plan, or “Plan Member”) — A person with Medicare who is eligible
to get covered services, who has enrolled in our plan and whose enrollment has been confirmed
by the Centersfor Medicare & Medicaid Services (CMS).

Member Services— A department within our plan responsible for answering your questions
about your membership, benefits, grievances, and appeals. See Chapter 2 for information about
how to contact Member Services.

Network Pharmacy — A network pharmacy is a pharmacy where members of our plan can get
their prescription drug benefits. We call them “network pharmacies’ because they contract with
our plan. In most cases, your prescriptions are covered only if they arefilled at one of our
network pharmacies.

Network Provider —“Provider” isthe general term we use for doctors, other health care
professionals, hospitals, and other health care facilities that are licensed or certified by Medicare
and by the State to provide health care services. We call them “network providers’ when they
have an agreement with our plan to accept our payment as payment in full, and in some casesto



coordinate as well as provide covered services to members of our plan. Our plan pays network
providers based on the agreements it has with the providers or if the providers agree to provide
you with plan-covered services. Network providers may also be referred to as “plan providers.”

Organization Deter mination — The Medicare Advantage organization has made an organization
determination when it, or one of its providers, makes a decision about whether services are
covered or how much you have to pay for covered services.

Original Medicare (“Traditional Medicare” or “Fee-for-service” Medicare) — Original Medicare
is offered by the government, and not a private health plan like Medicare Advantage plans and
prescription drug plans. Under Original Medicare, Medicare services are covered by paying
doctors, hospitals and other health care providers payment amounts established by Congress.

Y ou can see any doctor, hospital, or other health care provider that accepts Medicare. Y ou must
pay the deductible. Medicare pays its share of the Medicare-approved amount, and you pay your
share. Original Medicare has two parts: Part A (Hospital Insurance) and Part B (Medical
Insurance) and is available everywhere in the United States.

Other Network Pharmacy — A network pharmacy that offers covered drugs to members of our
Plan at higher cost-sharing levels than apply at a Preferred Network Pharmacy.

Out-of-Network Pharmacy — A pharmacy that doesn’t have a contract with our plan to
coordinate or provide covered drugs to members of our plan. As explained in this Evidence of
Coverage, most drugs you get from out-of-network pharmacies are not covered by our plan
unless certain conditions apply.

Out-of-Network Provider or Out-of-Network Facility — A provider or facility with which we
have not arranged to coordinate or provide covered services to members of our plan. Out-of -
network providers are providers that are not employed, owned, or operated by our plan or are not
under contract to deliver covered services to you. Using out-of-network providers or facilitiesis
explained in this booklet in Chapter 3.

Out-of-Pocket Costs — See the definition for “ cost-sharing” above. A member’s cost-sharing
requirement to pay for aportion of services or drugs received is also referred to as the member’s
“out-of-pocket” cost requirement.

Out-of-Pocket Maximum — The maximum amount that you pay out-of-pocket during the
calendar year, usually at the time services are received, for covered Part A (Hospital Insurance)
and Part B (Medical Insurance) services. Plan premiums and Medicare Part A and Part B
premiums do not count toward the out-of-pocket maximum.

Part C —see“Medicare Advantage (MA) Plan”.

Part D — The voluntary Medicare Prescription Drug Benefit Program. (For ease of reference, we
will refer to the prescription drug benefit program as Part D.)



Part D Drugs— Drugs that can be covered under Part D. We may or may not offer all Part D
drugs. (See your formulary for a specific list of covered drugs.) Certain categories of drugs were
specifically excluded by Congress from being covered as Part D drugs.

Personal Physician — A health care professional you select to coordinate your health care. Y our
Personal Physician isresponsible for providing or authorizing covered services while you are a
plan member. Chapter 3 tells more about Persona Physicians.

Preferred Network Pharmacy — A network pharmacy that offers covered drugs to members of
our Plan at lower cost-sharing levels than apply at an Other network pharmacy.

Preferred Provider Organization (PPO) Plan — A Preferred Provider Organization planisa
Medicare Advantage plan that has a network of contracted providers that have agreed to treat
plan members for a specified payment amount. A PPO plan must cover all plan benefits whether
they are received from network or out-of-network providers. Member cost-sharing will generally
be higher when plan benefits are received from out-of-network providers. PPO plans have an
annual limit on your out-of-pocket costs for services received from network (preferred) providers
and a higher catastrophic limit on your total annual out-of-pocket costs for services from both
network (preferred) and out-of-network (non-preferred) providers.

Prior Authorization — Approval in advance to get services or certain drugs that may or may not
be on our formulary. Some in-network medical services are covered only if your doctor or other
network provider gets “ prior authorization” from our plan. Covered services that need prior
authorization are marked in the Benefits Chart in Chapter 4. Some drugs are covered only if your
doctor or other network provider gets “prior authorization” from us. Covered drugs that need
prior authorization are marked in the formulary.

Quality Improvement Organization (QlO) — Groups of practicing doctors and other health
care experts that are paid by the Federal government to check and improve the care given to
Medicare patients. They must review your complaints about the quality of care given by
Medicare Providers. See Chapter 2, Section 4 for information about how to contact the QIO in
your state and Chapter 9 for information about making complaints to the QIO.

Quantity Limits— A management tool that is designed to limit the use of selected drugs for
quality, safety, or utilization reasons. Limits may be on the amount of the drug that we cover per
prescription or for a defined period of time.

Rehabilitation Services— These services include physical therapy, speech and language
therapy, and occupational therapy.

Service Area—"Service area’ is the geographic area approved by the Centers for Medicare &
Medicaid Services (CMS) within which an eligible individual may enroll in acertain plan, and in
the case of network plans, where a network must be available to provide services.

Skilled Nursing Facility (SNF) Care— A level of carein a SNF ordered by a doctor that must
be given or supervised by licensed health care professionals. It may be skilled nursing care, or
skilled rehabilitation services, or both. Skilled nursing care includes services that require the



skills of alicensed nurse to perform or supervise. Skilled rehabilitation services are physical
therapy, speech therapy, and occupational therapy. Physical therapy includes exercise to improve
the movement and strength of an area of the body, and training on how to use special equipment,
such as how to use awalker or get in and out of awheelchair. Speech therapy includes exercise
to regain and strengthen speech and/or swallowing skills. Occupational therapy helps you learn
how to perform usual daily activities, such as eating and dressing by yourself.

Special Needs Plan — A special type of Medicare Advantage plan that provides more focused
health care for specific groups of people, such as those who have both Medicare and Medicaid,
who reside in a nursing home, or who have certain chronic medical conditions.

Step Therapy — A utilization tool that requires you to first try another drug to treat your medical
condition before we will cover the drug your physician may have initially prescribed.

Supplemental Security Income (SSI) — A monthly benefit paid by the Social Security
Administration to people with limited income and resources who are disabled, blind, or age 65
and older. SSI benefits are not the same as Socia Security benefits.

Urgently Needed Care— Urgently needed care is a non-emergency situation when you need
medical careright away because of an illness, injury, or condition that you did not expect or
anticipate, but your health is not in serious danger.
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Blue Shield 65 Plus (HMO)
for CalPERS Service Area By County

Madera*
(partial county)

Fresno*
(partial county)

Kern*

San Luis Obispo (partial county)

San Bernardino*
(partial county)

Riverside*
(partial county)

Ventura

Los
Angeles

Orange

Refer to Chapter 1, Section 2.3 for a full list of zip codes in each of the partial counties in the service area.
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(800) 776-4466 (Calls to these numbers are free)
TTY/TDD users call: (800) 794-1099
7:00 a.m. to 8:00 p.m., seven days a week
or go to our plan website at blueshieldca.com/calpers
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